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1s a continuous process; consequently the Marine Corps 
Logistics Base (MCLB) in Albany, Georgia identified a 
need to assess their TQL implementation. 

This study describes Marine Corps Logistics Base, 
Albany’s TQL models and tools, identifies quality 
assessment guides, and selects the Department of the 
Navy's TQL Climate Survey as the guide that best meets 
the needs of the organization. The study also discusses 
the methodology of administering the survey and an 
analysis of the survey results. 

The analysis revealed that the TQL philosophy is 
prevalent throughout MCLB, but actual implementation has 
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I. INTRODUCTION 


A. PURPOSE 

This study assessed whether the Total Quality Leadership 
(TQL) implementation at Marine Corps Logistics Base, Albany, 
Georgia was successful, delineated selected methods of 
evaluating quality, and presented a guide for organizations to 


evaluate their TQL programs. 


B. OBJECTIVE 

Literature sources on TQL and methods to evaluate the 
quality programs of organizations are reviewed. This 
information is used to locate a guide for assessing the 
effectiveness of an organization’s TQL program, in particular, 


TQL at Marine Corps Logistics Base, Albany, Georgia. 


C. RESEARCH QUESTIONS 
1. Primary Question 
To what extent was Total Quality Leadership 
successfully implemented at Marine Corps Logistics Base, 
Albany, Georgia? 
2. Subsidiary Questions 
a. What process can be used to judge the 
effectiveness of Total Quality Leadership at a military 
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De How far along is Marine Corps Logistics Base, 
Albany in implementing TQL? 

Ga What barriers or obstacles exist, if any, to 
implementing TQL at Marine Corps Logistics Base, Albany and 
how might they be overcome? 

ad. Can a process be developed that will provide other 
military organizations with a method to evaluate the 


effectiveness of their TQL program? 


D. SCOPE, LIMITATIONS, AND ASSUMPTIONS 
1. Scope 
This thesis only covers the implementation of Total 
Quality Leadership (TQL) at Marine Corps Logistics Base, 
Albany, Georgia. This study’s intention is to familiarize the 
reader with the TQL process at Marine Corps Logistics Base, 
Albany, to determine various ways of measuring TOL 
effectiveness at Marine Corps Logistics Base, Albany, to 
assess the effectiveness of implementing TQL at Marine Corps 
Logistics Base, Albany, and to determine if a process can be 
developed that will provide other military organizations with 
a method to evaluate the effectiveness of their TQL programs. 
2. Limitations 
There are two limitations that were encountered during 
the preparation of this thesis. The limitations were in the 
area of financial resources and survey use. Due to budget 


cuts in fiscal year 92 and projected budget cuts in fiscal 


Yeats - the availabilityeof travel funds was Mimited. Though 
the research trip was completed, the shortage of funds delayed 
the data gathering approximately three weeks. The survey has 
a built in limitations in that it requires the honesty of each 
participant and it assumes a high enough reading comprehensive 
level to ensure accurate responses. 
3. Assumptions 

This thesis assumed the reader already vossessed 
general knowledge of Total Quality Leadership and familiarity. 
with Doctor W. Edward Deming’s fourteen points of management, 
but has limited knowledge on how TQL was implemented at Marine 
Corps Logistics Base, Albany, Georgia, what model was used to 
implement TQL, what tools and techniques are used in the TQL 
process and what methods were used to evaluate the 
effectiveness of an organization’s TQL progress. 

This research will provide the Marine Corps Logistics 
Base, Albany with information about the status of their TQL 
implementation. Finally, other organizations may benefit from 
this thesis as they attempt to evaluate their TQL programs. 
Other military organizations should be able to follow the 
assessment of Albany and apply it to their organization’s TOL 


SrLoert.. 


E. METHODOLOGY 
This study outlines the TQL methods and toolS and 


techniques used by Marine Corps Logistics Base, Albany, 


methods used to assess TQL organizations and assesses the 
effectiveness of TQL implementation at Marine Corps Logistics 
Base, Albany. Quality management methods developed by Dr. W. 
Edwards Deming and those used by the Department of the Navy 
were assessed to gain an understanding of the philosophy. To 
develop concrete criteria for assessing Albany’s TQL progress, 
the following sources were examined: the Malcolm Baldridge 
Award, the Presidential Award for Quality and Productivity 
Improvement, the Quality and Productivity Self-Assessment 
Guide for Defense Organization, and the Department of the 
Navy’s Total Quality Leadership Climate Survey. 

The organization was grouped into three major departments, 
and each department was given a percentage of surveys based on 
its size compared to the whole organization. The survey that 
was used was the Department of the Navy’s Total Quality 
Leadership Climate survey developed by the Navy Personnel 
Research and Development Center (NPRDC). 

Also, a field trip was taken to the Marine Corps Logistics 
Base, Albany, Georgia to assess the effectiveness of their TOL 
program. During the trip a survey was administered to a cross 
section of organizational members and an informal interview 
was conducted with Martha Cory, the base TQL coordinator. 

The data gathered on the research trip is analyzed by the 
mean score provided by the respondents. This data will be 
analyzed to discover strengths and opportunities for 


improvements and it will be compared to the TQL model and 


tools and techniques the organization is using to discover 


where corrections can be made. 


F. LITERATURE REVIEWED 

The literature provided by Marine Corps Logistics Base, 
Albany was reviewed in order to understand the command’s TQL 
background and quality philosophies. This review included 
their TQL Policy and Implementation Guide, TQL Organizational 
"How To" Manual, Organization Manual, Strategic Plan, TOL 
eeadeewene QE Purpose, and Quality "Bill of Rights". 

Literature on Deming’s fourteen points was reviewed along 
with additional literature by Walton (1986) (1990), which 
further explained Deming’s philosophy. Numerous articles from 
management and professional journals were reviewed in order to 
provide a better understanding of TQL and the benefits of 


using TQL. 


G. ORGANIZATION OF THE THESIS 

This thesis is divided into six chapters, beginning with 
Chapter I which introduces the subject, justifies the 
research, lists the research questions, and explains its scope 
and limitations, its methodology, the literature reviewed, and 
the organization of the thesis. Chapter II contains 
background on TQL and on the TQL method and the tools and 
techniques used at Marine Corps Logistics Base, Albany. 


Chapter III outlines selected methods used to assess the 


effectiveness of TQL implementation in both the public and 
private sectors and states which method was chosen to assess 
the TOL implementation at Marine Corps Logistics Base, Albany. 
Chapter IV details the methodology that was used to collect 
the survey data and provides the raw data collected from the 
field trip. Chapter V analyzed the data and Chapter VI offers 


conclusions and some general recommendations. 


II. BACKGROUND 


A. CHAPTER INTRODUCTION 

Mrs schapter Contains background material on TOL at Marine 
Corps Logistics Base, Albany. Section B briefly describes the 
organization’s mission and presents an organizational chart of 
the command. Section C briefly relates the genesis of the TOL 
initiative and provides basic definitions and an 
organizational overlay of the TQL structure. Section D 
describes the TQL model used by the organization and Section 
BE describes some tools and techniques used by them in their 


moi CELEOrE. 


B. MARINE CORPS LOGISTICS BASE, ALBANY 

The Marine Corps Logistics Base in Albany, Georgia is 
comprised of approximately 3,500 military and civilian 
personnel. The mission of the base, as stated in the 
strategic plan, 1S to provide comprehensive logistics support 
to the Fleet Marine Force and other customers for assigned 
operating and combat requirements through timely, efficient, 
effective and pro-active operations. 

Figure 1 shows the organizational structure of Marine 
Corps Logistics Base, Albany. Since this thesis covers TOL 


implementation at MCLB, Albany, the Blount Island and MCLB, 


Marine Corps 
Logistics Bases 
Albany, Georgia | 


er MS 


Blount MCLB Logistics Financial MCLB 
Island Barstow _ Operations Management Albany 


RR 


MCLB Organizational Structure 
Figure 1 


Barstow portions of the organization will not be discussed. 


C. HISTORY OF TQL AT MARINE CORPS LOGISTICS BASE, ALBANY 

Total Quality Leadership at Marine Corps Logistics Base, 
Albany, began in 1989 when the base published its TQL 
organization "How to" manual. This publication was followed 
up by the Commanding General’s policy statement, which 
emphasized the command’s commitment to the implementation and 
execution of TQL. 

During 1990 the base released its Total Quality Leadership 
Concept, Policy and Implementation Guide. This guide was 
followed by another Commanding General’s Policy Statement 
which reiterated the organization’s commitment to TQL. The 
base then published its Statement of Purpose and the key 
implementation team signed its charter which outlined its 


authority to implement TQL. 


During 1991, the Commanding General attended the Senior 
Leaders Seminar in TQL and the base established a permanent 
LOtmeer f1Ce, The base published its Strategic Plan and 
distributed copies to all management personnel. The strategic 
plan detailed the organization’s strategies, goals 


objectives, and vision statement. 


The Marine Corps Logistics Base Vision Statement: 


By the year 2001, MarCorLogBases is recognized as an 
integral partner with the FMF and other customers. We 
provide a wide range of high quality and efficient 
logistics related services that are clearly valued because 
they meet the current and future needs of our customers. 
Marine Corps fielded weapon systems and equipment are 
routinely maintained in a high state of readiness. 
MarCorLogBases 1S recognized as the standard setter for 
environmental excellence. 


We are more customer service oriented providing more 
direct support base activities and 4th echelon overflow 


maintenance. A portion of our resources are devoted to 
managing weapon systems and equipment for customers 
outside the Marine Corps. We have implemented the DoD 


Standard Systems and Defense Management Report Decision 
(DMRD) initiatives in such a manner as to minimize impact 
on the FMF. 


Our people readily identify with their customers, and our 
customers accept them as key partners. Our people have 
the necessary information and authority to act without 
undue oversight and paperwork. 


MarCorLogBases is widely recognized as a challenging, 
exciting, and rewarding team with which to be associated. 
We are vitally concerned for our people and stress their 
personal and professional growth by providing robust 
education and training programs and career enhancing job 


assignments. Worldwide our people are recognized for 
their expertise in all aspects of integrated logistics 
management. Reserve organization provide a ready source 


of highly qualified and well trained personnel to augment 
regular staff. We emphasize quality of work life for our 


people and provide a work environment commensurate 
with the professional character of our organization. 


Teamwork is the norm in both internal and external 

relations. We have strong, professional relationships 

with other command, our suppliers and our customers. 

These are based on open communications, sound business 

practices, and mutually beneficial associations. 

We have proven to be worthy of the public trust, dedicated 

to outstanding support of our customers. We maintain both 

a future focus and the daily drive for continuous 

improvement. We are committed to continually improving 

our products and services and are viewed as highly ethical 

steward of the public trust. 

1. Definition of TQL 
Total Quality Leadership at MCLB as defined in the TQL 
Organization Manual is the predominant driving force in the 
organization to enhance their competitive posture. They 
believe that TQL is a comprehensive approach to management 
that uses quantitative methods and human resources to control 
and continuously improve processes and customer satisfaction. 
It is based upon Dr. W. E. Deming’s fourteen management 
principles as they can be applied to the command. 
2. MCLB TQL Organization 
The MCLB TOL structure is deSigned to overlay on the 

existing organizational structure. The TQL organization 
begins at the ESC level and expands down in pyramid fashion. 
Directorate, Division, Branch, and Section Quality Leadership 
Board’s are assigned. They overlay on the existing 


organizational structure, and are staffed by existing 


personnel. 


110) 


Figure 2 shows part of the organizational structure of 
Marine Corps Logistics Base, Albany and how the TOQL structure 


overlays on the current organizational structure. 
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TOL Overlay on Organizational Structure 
Figure 2 


The six important groups in the Marine Corps Logistics 
Base TQL overlay are: the Executive Steering Committee (ESC), 
Quality Leadership Boards (QLB), Process Action Teams (PAT), 
Office/Shop TOL Teams, Facilitators, and TQL Coordinators. 
The following paragraphs outline the duties of each entity as 


established in the TQL Organizational "How To" Manual. 


albele 


a. Executive Steering Committee 

The ESC is a committee composed of top management 
representatives. It identifies strategic goals to be 
accomplished and establishes the policy for implementing TQL. 
This committee provides the ultimate level of support for 
Quality Leadership Boards and Process Action Teams. The ESC 
1s chaired by the Commanding General. Other members are the 
Executive Director for Logistics Operations, the Executive 
Director for Financial Management, the Base Commander, and the 
Cha er, Of “Stata 

The ESC is responsible for identifying strategic 
goals for organizational quality improvements efforts by 
obtaining from customers major product and service quality 
requirements. It is through the identification of these major 
requirements that overall quality objectives and goals for the 
organization are developed. The ESC’s other major 
responsibility is Ie, legitimize and guide quality 
implementation. The ESC also supports TQL implementation by 
granting authority for change in the organization. 

b. Quality Leadership Boards (QLB) 

The OLB’s are hierarchial, Gross funeedona lem eea 
teams comprised of members from relevant areas, 1.e., 
directorates, divisions, branches, etc. They provide the 
organizational structure that eliminates friction between 


various organizational units and directs the use of group 
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problem solving techniques. The QLB’s are permanent and 
oversee continual process improvement. The OMS Belair “i's 
Memmalive the prim@ipal director/division branch head of the 
Pte old Oman) 7catmwem am which the OLB was ereated. Other 
members of the QLB are normally the managers from that 
particular functional area and managers who have the 
responsibility to work with or support the work efforts of the 
area in which the QLB operates. 

The QLB fosters internal and external 
communications with its functional area to affect process 
improvement and problem resolution. The board initiates 
communication and worker feedback as well as improvement 
recommendations at the lowest level. The QLB selects issues, 
quantifies issues, determines desired results, determines 
specific processes, problems or systems that affect the issue, 
determine if immediate action is required to solve the issue, 
and if the action can be done by the QLB. If the QLB cannot 
resolve the issue then, in most cases, a PAT is formed. 

c. Process Action Teams 

The PATs are cross-sectional problem solving groups 
that are specifically formed to address particular concerns 
and dissolve upon completion of their work. The PAT team 
leader is usually a section head, supervisor, team leader, 
etc., who possesses the authority or technical expertise in 


the subject for which the PAT was formed. Members are chosen 


Le 


for their expertise and functional responsibility. The 
members are individuals who deal with the process being 
examined on a daily basis and internal customers who are 
affected by the process. 

The QLB assigns the PAT specific issues and 
improvement goals. Also, the PAT is responsible for 
evaluating systems, programs, processes and gathering data. 
The PAT provides findings, recommendations and follow-up 
corrective actions to the QLB. 

d. Office/Shop TQL Teams 

The office/shop TQL teams review process 
improvement (PI) forms submitted by employees from their own 
office/shop. These TQL teams have at least three members 
which consist of the supervisor and a minimum of two people 
elected by the shop employees. 

The team is responsible for monitoring shop 
processes and for taking action to improve those processes 
when necessary. The team is required to take intra-office 
process PI forms for act#e@ny bul aeeene Sei corm crosses 
functional lines of authority, the team will forward the PI 
form to the next level QLB. 

e. Facilitators 

Facilitators are in-house personnel selected and 
trained to serve as trainers and consultants to the various 


QLBs and PATs. The facilitator maintains a neutral position 
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between management and the board/team members. They act to 
resolve conflicts between the PAT and OLB and assist in the 
resolution of problems within the PATs. 
f. TQL Coordinator 

TMe sO Coordinator monitors, plans and collects 
information about implementation progress and assists with 
administrative or other arrangements which may be needed to 
eueure implementation activities continue. This individual is 
responsible for implementation of policy and operational 
administrative initiatives pertaining to the overall TOQL 


SProOrt . 


D. MCLB TOTAL QUALITY MANAGEMENT MODEL 

This section provides an overview of the TQL model adopted 
by the Marine Corps Logistics Base. With this information, 
the reader will gain a general understanding of TQL, as 
practiced by MCLB, and its usefulness to improve quality and 
its purpose and value. 

The MCLB has defined its TQL model as a model for 
continuous improvement which focuses management philosophy on 
providing the leadership, training and motivation to 
continuously improve an organization’s management and 
operations. To accomplish this, they have chosen a seven-step 
sequential model that will lead to continuous performance 
improvement. The seven steps as defined in MCLB Base Order 


5000.21 are listed below and shown in Figure 3. 
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Step 1 - Establish the 
TQM Management and | 
Cultural Environment 


Step 2 - 
Define 9 
the Mission 
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- Projects Using 
_ Improvement 
' Methodologies 
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Improved Performance 


MGEsBr [Oly Mode! 
Figure 3 


1. Establish the Management and Cultural Environment 


The TQL process is a total organizational approach 
toward continuous improvement of products and services that 
requires management to exercise the leadership to establish 
the conditions for the process to flourish. In order to 


accomplish this, management must create a new, more flexible 


environment and culture which will encourage and accept 


change. 
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Management must provide the vision for what the 
organization wants to be and where it wants to ao. Tne 
organization must demonstrate a long-term commitment to 
improvement even when improvement may be difficult or 
perceived to have high front-end costs. Commitment must 
entail more than new policies, directives, and speeches; it 
must be backed by behavior from management that supports the 
commitment. The organization must actively involve all people 
in the improvement process; it must encourage and empower 
people to make decisions and improve the system. 

TQL must use a disciplined approach involving the 
appropriate tools to achieve continuous improvement. 
Persistent, disciplined application of continuous improvement 
methodology is a must for success. There must be adequate 
Supporting structure in place to ensure each level is linked 
to the other by common objectives. Finally, all employees 
must be made aware of the need for and benefits of TQL, and 
they must be trained in the use of tools and techniques to 
support continuous improvement. 

2. Define the Mission 

Everyone in the organization has a customer and TQL 
concentrates on providing customers with services and products 
that consistently meet their needs and expectations. In order 
to be effective, every member of the organization must Know 


the purpose of his job, his customers, and his relation to 


ile) 


others in the organization. The mission of each element of an 
organization must reflect a perspective that, when combined 
with other elements of the organization, will provide the 
synergy that produces TOQL. 
3. Set Performance Improvement Goals 

In order to be effective, the performance improvement 
goals must reflect an understanding of the process 
capabilities of the organization so realistic goals can be 
set. The goals are first to be set at the senior management 
level and are to reflect strategic choices about the critical 
processes in which success is essential to organizational 
survival. Middle and line managers set both functional and 
process improvement goals to achieve the strategic goals set 
by senior management. This hierarchy of goals establishes an 
architecture that links improvement efforts across’ the 
boundaries of the organization. 

4. Establish Improvement Projects and Action Plans 

The initial direction and the initial goals for 
continuous improvement teams flow down from and are determined 
by top management. The ESC, composed of top management, 
develops philosophy, constancy of purpose, and guiding 
DEineioles: It also focusses on critical processes that 
affect customer satisfaction and/or major cost or waste and 
identifies a QLB as an "owner" of each critical process. The 


QLB conducts system and process analysis, selects PAT’s, 
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trains the teams, develops improvement plans, tracks progress 
and provides help, if necessary, and trains and provides 
Facmimttators to support the PAT’s. The PAT’s apply 4a 
Structured performance improvement methodology as described in 
step 5. 
5. Implement Projects with Performance Tools’ and 

Methodologies 

The basic performance improvement cycle is used after 
material is received from the supplier and before the finished 
product is sent to the customer. The six steps in the 
performance improvement cycle are: Define Process, Identify 
Customer and Supplier Requirements, Develop and Establish 
Measures, Assess Conformance to Customer Needs, Analyze 
Improvement Opportunities, Identify and Rank Improvement 
Opportunities, and Improve Process Quality. 

6. Evaluate 

When evaluating the TQM effort, measurement becomes an 
essential element of the continuous improvement process. The 
evaluation focuses on the effectiveness of improvement efforts 
and identifies areas for future improvement efforts. Four 
areas the organization will evaluate by measurement are 
process measurement, project measurement, behavioral change 


measurement and quality loss function. 
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7. Review and Recycle 
Approaches to TQM tend to have a limited survival and, 
if left unattended, will become ineffective. All employees 
must review progress with respect to improvement efforts and 
modify or rejuvenate existing approaches for the next 
progression of methods. This constant evolution will 
reinforce the idea that TOM is not a program but a new day to 


day behavior for each member of the organization. 


E. MCLB’S TOOLS AND TECHNIQUES OF TOTAL QUALITY MANAGEMENT 

This section provides the reader with an overview of the 
tools and techniques used by the Marine Corps Logistics Base 
to improve its processes. They are representative of the 
tools used to improve any process and are presented to provide 
a basic understanding of what they are and why they are used. 
MCLB Base order 5000.21 has identified fourteen tools and 
techniques that can be used to improve the organization’s 
processes. 

1. Improvement in Non-Production Functions 

Often, management does not consider non-production 

functions because the traditional view of TQL focuses on the 
manufacturing process. To make improvement in non-production 
activities, the organization needs to identify the process, 
its inputs and outputs, and its customers and suppliers. Non- 
production activities benefit from quality improvement just as 


production activities benefit. 


20 


2. Benchmarking 
Benchmarking is a method of measuring a process 
against those of recognized leaders, and it helps to establish 
priorities and targets leading to competitive advantage in the 
marketplace. Benchmarking will assist the organization by 
letting it compare itself to its competitors. 
3. Cause and Effect Diagrams 
The cause and effect diagram represents the 
relationship between an effect and its potential causes. The 
diagram is drawn to sort and relate the interactions among the 
factors affecting a process. This tool identifies the major 
Seuss @ecemeche Organization “cam work on  <cGontrolling or 
eliminating them. 
4. Concurrent Engineering 
Concurrent engineering is a method of integrating 
functional disciplines such as manufacturing and design. It 
1S a systematic approach to product design that considers all 
elements of the product life cycles. This approach can be 
used to shorten the design-to-development life cycle and to 
reduce costs by examining the interaction of functional 
disciplines from the perspective of a cross-functional 
process. 
Sn COStsor2Oua lity 
Cost of quality is a system which provides managers 


Math Gost Getails often hidden from them. These costs consist 
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of all costs associated with maintaining acceptable quality 
plus the costs incurred as a result of failure to achieve this 
Quads yy. 

For example, the cost of quality is comprised of the 
cost of conformance and the cost of non-conformance. By 
identifying and reducing these costs the organization can 
become more competitive through the use of a cost efficient 
process. 

6. Design of Experiments 

Design of experiments is a body of knowledge used to 
improve the process of learning from experimentation. The 
learning gathered from the experimentation enables improved 
process design. This reduces costs, stabilizes production 
processes, and desensitizes production variables. 

7. Input/Output Analysis 

This is a systematic method for identifying 
interdependency problems by defining objectives and listing 
inputs and outputs for major tasks, functions, or individuals. 
Input/output analysis clarifies roles and responsibilities, 
eliminates duplications, and opens lines of communication as 
well as resolves conflicts to ensure everybody in the process 
1s working toward the same outputs. 

8. Pareto Charts 
A pareto chart is a bar chart which is arranged in 


descending order with the largest category to the left. Each 
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Dar represents a problem, and the chart displays the relative 
contribution of each cause to the total problem. The pareto 
chart makes clear which problems, by category, should be 
addressed first. 
9. Nominal Group Technique 
This technique is similar to brainstorming and is a 
Structured approach to generate ideas and survey the opinions 
of others. Nominal group technique produces many 
ideas/solutions in a short time and it builds consensus and 
commitment to the final results. 
10. Quality Function Deployment 
This technique is a conceptual map that provides the 
means for cross-functional planning and communication. It is 
a method for transforming customer wants and needs into 
quantitative engineering terms. All personnel work together 
from the time a product is conceived in order to meet customer 
requirements. Quality function deployment provides the 
framework for the cross-functional teams to work within. 
11. Statistical Process Control 
This technique is a method for determining the cause 
of variation based on statistical analysis of the problem. It 
is an effective tool for improving performance of any process. 
It also provides quantifiable data for analysis, provides a 
reference baseline, and promotes participation and decision 


making by people doing the job. 
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12. Team Building 
Team building is designed to develop and maintain a 
group who will work together for a common goal. When a job 
requires interdependence among the people working on the job, 
it 1S a management must to ensure that these people can and 
will work together smoothly. 
13. Time Management 
An important aspect of TOL, time management assists in 
gaining greater flexibility and control of activities. Since 
the majority of personnel who are implementing TQL are busy, 
time management assists in increasing discretionary time which 
can be applied to improvement efforts. 
14. Work Flow Analysis 
Work flow analysis is a structured system to improve 
a work process by eliminating unnecessary tasks = and 
streamlining the work flow. Since there is almost always a 
better or easier way to do things, work flaw analysis 
identifies and eliminates unnecessary process steps by 


analyzing functions, activities, and tasks. 


F. CHAPTER CONCLUSION 

This chapter presented the mission and organization 
structure of MCLB Albany, key definitions and an overlay of 
TQL on the organizations structure. The chapter also 
described the MCLB, Albany TOL model and tools and techniques 


that are used by MCLB in their TQL effort. 
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Many TQL efforts don’t meet expectations because 
organizations fail to distinguish between philosophy and 
Strategy. First, the organization has to sell the philosophy 
of gaining commitment to satisfying customers. After 
instilling the TQL philosophy it must develop a strategic 
framework for implementation. Many TQL efforts are thwarted 
by ineffective execution of the TQL philosophy (McCormack, 
IGG)... 

Chapter III will examine four methods to evaluate a TQL 
organization to determine if it is effective in implementing 
OL It will also determine if these methods can identify 
problem areas so the organization can get its TQM philosophy 


and strategic framework in line. 
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IIIT. QUALITY ASSESSMENT GUIDES 


A. CHAPTER INTRODUCTION 

As an organization implements TQL, there becomes a need to 
evaluate the process to determine if it is working, and, if 
not, where problems are located. This chapter examines four 
methods used for evaluating an organization’s quality 
improvement methods and for identifying areas where 
improvement iS required. The strengths and limitations of 
each evaluation method will be examined and a method will be 
chosen to evaluate MCLB, Albany. 

Americans are accustomed to seeing work projects in a 
linear fashion, but continuous improvement requires instead a 
circular approach in order to be effective. Dr. Deming 
introduced the Plan-Do-Check-Act (PDCA) cycle to the Japanese 
years ago. The Cycle has four stages: plan a change, doa 
test, check the results, and act on the results. The cycle 
represents work on processes rather than specific tasks or 
problems because processes can never be perfected but only 
improved (Walton, 1990). 

The Marine Corps Logistics Base has completed the first 
two steps in the PDCA Cycle. They have planned the 
implementation of TQL, and they have reached a point in their 


implementation of TQL where the next logical step is for them 
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to check the results of the implementation so they can 
m@aentitvearcas that need improvement and take the necessary 
Steps CO correct the process. 

The assessment guides that were reviewed for this check 
Stage were the Malcolm Baldridge National Quality Award, the 
Presidents Award for Quality, the Department of Defense’s 
Quality and Productivity Self-Assessment Guide for Defense 
Organizations, and the Department of the Navy’s Total Quality 


Leadership Climate Survey. 


B. DESCRIPTION OF THE ASSESSMENT GUIDES 
1. The Maicoim Balidridge National Quality Award 
a. Background 

The Malcolm Baldridge National Quality Award is an 
annual award which recognizes U.S. companies that excel in 
quality management and quality achievement. The award has 
three other important purposes: 

(1) to help evaluate quality standards and 
expectations; 

(2) to facilitate communication and sharing among 
and within organizations of all types based upon common 
understanding of key quality requirements; and 

(3) to serve as a working tool for planning, 
training, assessment, and other uses. 

The award’s criteria are directed toward results- 


orientated goals. To achieve these results-orientated goals, 


A) 


the criteria are built upon a set of values and concepts that 
address and integrate the overall customer and company 
performance requirements. 

b. Core Values and Concepts 

(1) Customer-Driven Quality. Quality is judged by 
the customer. All product and service attributes that 
contribute value to the customer and lead to customer 
Satisfaction and preference must be addressed appropriately in 
quality systems. 

(2) sheadersnip. The senior leaders must create 
Clear and visible quality values and high expectations. The 
leaders must take part in the creation of strategies, systems, 
and methods for achieving excellence. Through their regular 
personal involvement in visible activities, the senior leaders 
serve as role models reinforcing the values and encouraging 
leadership at all levels of management. 

(3) Continuous Improvement. Achieving the highest 
levels of quality and competitiveness requires a well defined 
and well executed approach to continuous improvement. The 
process of continuous improvement must contain regular cycles 
of planning, execution and evaluation. 

(4) Full Participation. Meeting the quality of 
performance objectives requires a fully committed, we. -- 


trained, and involved work force. 
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(5) Fast Response. Success demands a more rapid 
response to customers. Response time improvements may require 
work processes and paths to be simplified and shortened. This 
can simultaneously cause improvements in quality and 
Pueaaguctilvity. 

(6) Design Quality and Prevention. Quality Systems 
should place strong emphasis on design quality. Design 
quality will help assist in problem prevention through 
building quality into products and services and into the 
processes through which they are produced. 

(7) Long-Range Outlook. Achieving quality requires 
future orientation and long-term commitments to customers, 
employees, and suppliers. Strategies, plans, and resource 
allocation need to reflect these commitments. A key part of 
the long-term commitment is regular review and assessment of 
progress relative to long-term plans. 

(8) Management by fact. Meeting quality and 
performance goals requires that process management be based 
upon reliable information, data, and analysis. 

(9) Partnership Development. Companies should seek 
to develop internal and external partnerships that serve 
mutual and larger community interests. 

(10) Public Responsibility. A company’s 
customer requirements and quality system objectives should 


address areas of corporate citizenship and responsibility. 
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c. Criteria 

The criteria for the Malcolm Baldridge Award are 
divided into a framework of four basic elements: the driver, 
the system, the measure of progress, and the goal. These four 
elements are broken down into seven categories that are 
further subdivided into examination items and areas to 
address. The seven categories that compose the criteria are: 
leadership, information and analysis, strategic quality 
planning, human resource development and management, 
management of process quality, quality and operational 
results, and customer focus and satisfaction. 

Gp eLesdaumsnian This category examines senior 
executives’ personal leadership and involvement in creating 
and sustaining a customer focus and clear and visible quality 
values. The leadership category has three specific 
examination items: 

@® Senior Executive Leadership 
® Management Quality 
@® Public Responsibility 

(2) Information and Analysis. This category 
examines the scope, validity, analysis, management, and use of 
data and information to drive quality excellence and improve 
competitive performance. This category has three specific 
examination items: 


® Scope and Management of Quality and Performance Data and 
IGUEGHaVEVEIOI 
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® Competitive Comparisons and Benchmarks 
® Analysis and Uses of Company-level data 
(2) woeracbegic SOlal i ty a ei annmnce This category 
examines the company’s planning process and how all key 
quality requirements are integrated into overall business 
planning. This category has three specific examination items: 
® Strategic Quality and Company 
® Performance Planning Process 
® Quality and Performance Plans 
(4) Human Resource Development and Management. 
This category examines the key elements of how the company 
develops and realizes the full potential of the work force to 
pursue the company’s quality and performance objectives. 
There are five specific examination items for this category: 
® Human Resource Management 
® Employee Involvement 
@® Employee Education and Training 
@® Employee Performance and Recognition 
@® Employee Well-Being and Morale 
(5) Management of Process Quality. This category 
examines the systematized processes the company uses to pursue 
ever-higher quality and company performance. This category 
has five specific examination items: 
® Design and Introduction of Quality Products and Services 


® Process Management-product and Service production and 
Delivery Processes 


Sine 


Process Management -Business Processes and Support Services 
Supplier Quality 
Quality Assessment 


(6) Quality and Operational Results. This category 


examines the company’s quality levels and improvement trends 


in quality, company, operational performance, and supplier 


quality. This category has four specific examination items: 


Product and Service Quality Results 

Company Operational Results 

Business Process and Support Service Results 
Supplier Quality Results 


(7) Customer Focus and Satisfaction. This category 


examines the company relationship with customers and its 


knowledge of customer requirements and of key quality factors 


that determine marketplace competitiveness. This category has 


Six 
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specific examination items: 
Customer Relationship Management 
Commitment to Customers 
Customer Satisfaction Determination 
Customer Satisfaction Results 
Customer Satisfaction Comparison 
Future Requirements and Expectation of Customers 

d. Grading 

Scoring for the Malcolm Baldridge Award is based 


three evaluation dimensions: (1)>o -appecach, (23) 
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deployment, and (3) results. Each category is evaluated and 
assigned a percentage score based upon scoring guidelines and 
dimensions. 
2. The Presidential Award for Quality 
a. Background 

The Annual Presidential Award for Quality was 
created to recognize federal government organizations that 
have implemented total quality management in an exemplary 
manner, resulting in high quality products and services, and 
the effective use of taxpayer dollars. Its second purpose is 
to promote TQM awareness and implementation throughout the 
Federal Government. 

b. Fundamental Concepts 

There are six fundamental concepts that form the 
breakdown for the grading criteria. They are: 

(1) quality is defined by the customer 

(‘Qewene Organazeation ais) grivenes by continuous 
improvement 

(3) the focus is on prevention of errors rather 
than detection 

(4) everyone participates in quality improvement 

(5) senior management creates quality values and 
builds the values into the way the organization operates 

(6) employees are valued and recognized for their 


involvement and accomplishments 
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c. Criteria 

From these fundamental concepts, eight grading 
criteria are used for the Presidential Award for Quality. 

(1) Pop Management Leadership ana Sup sere. = la1> 
category examines how all levels of senior management create 
and sustain a clear and visible quality value system along 
with a supporting management system to guide all activities of 
the organization. 

(2) Strategie “Quality Pianning: This category 
examines the organization’s quality planning process, quality 
plans, and how well all key quality requirements are 
integrated into overall planning. 

(3) Customer Focus. This category examines the 
organization’s overall customer service systems, knowledge of 
internal and external customers, responsiveness and ability to 
meet requirements and expectations. 

(4) Training and Recognition. This category 
examines the organization’s efforts to develop the full 
potential of the workforce for quality improvement, as well as 
its efforts to use rewards and incentives to recognize 
individuals. 

(5) Employee Empowerment and Teamwork. This 
category examines the effectiveness and extent of workforce 
involvement in TQM, and the approaches used to enhance 


employee empowerment. 
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(6) Measurement and Analysis. This category 
examines the scope, validity, use, and management of data and 
information that underlie the organization’s TOM system, how 
the data are used to support improvement, and the process for 
developing measures. 

(7) Quality Assurance. This category examines the 
Systematic approaches used by the organization to design, 
control, and improve processes and inputs to produce quality 
products and services. Emphasis is on prevention rather than 
detection. 

(8) Quality and Productivity Improvement Results. 
This category examines the measurable results of the 
organization’s quality improvement efforts. Data tables and 
graphs summarizing trends and achievements should be utilized 
as much as possible. 

d. Grading 

Scoring for the Presidential Award for Quality is 
based on two dimensions: fal) approach, and (2) 
implementation. Each criteria is evaluated and assigned a 
percentage score based upon scoring guidelines and dimensions. 

The organization is first graded on the self- 
prepared package they submit. If the organization’s package 
passes the first stage, a team from the Federal Quality 


Institute goes to the organization and evaluates them. 
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3. The Quality and Productivity Self-Assessment Guide for 
Defense Organizations. 
This guide is divided into two modules: (1) The Staff 
Module, and (2) The Work Force Module. 
a. Staff Module 

The staff module was designed for several purposes: 
(1) to provide an assessment of the current practices, 
policies, precedes, and attributes Chsoudiouc an 
organization as they relate to quality enhancement; (2) to 
give opportunity to assess the effect of any changes as they 
relate to quality enhancement through periodic reuse of the 
guide; (3) to stimulate thinking about some of the tools and 
techniques which can be used for quality enhancement and to 
help discover areas where there may be opportunities for 
improvement. 

(1) Grading. The self-assessment guide for the 
staff consists of 104 questions that provide feedback to the 
individual in the following categories. | 

® Processes 
® Tools Inventory 
® Organizational Outcomes 
Upon receiving the feedback, the guide directs the individual 


to references so they can improve their quality awareness. 
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b. Work Force Module 

The work force module is intended to help stimulate 
EMinking about the climate for quality within che 
organization. 

(1) Grading. The self-assessment guide for the 
work force consists of 50 questions that provide feedback 
about organizational climate. 

4. The Department of the Navy’s Total Quality Leadership 
Climate Survey 
a. Background 

The TQL Climate Survey iS a diagnostic tool 
designed to support an organization’s transformation toward 
Total Quality Leadership. The survey was developed by the 
Navy Personnel Research and Development Center (NPRDC), San 
Diego, California. The survey was designed to measure 
employee and management perceptions and attitudes about their 
Organization. The survey was designed with the belief that 
all organizations undergoing a change to TQL can benefit from 
an assessment. The NPRDC lists seven prerequisites for using 
the survey (NPRDC, 1992). 

b. Prerequisites 

There are seven prerequisites that are necessary 
for using the TQL Climate Survey. They are: 

(1) The CO has attended the Senior Leaders 


Seminar. 
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ee The TQL Coordinator (TQLC) has attended 
fundamentals of TOL and Implementing TQL courses. 

(3) Management is willing to maintain 
confidentiality of respondent identity. 

(4) Each organizational member selected to respond 
to the TQLCS is provided at least one hour of work time to 
take the survey. 

(5) The CO provides time and resources to plan, 
administer and interpret the results. 

(6) Management is willing to take action on the 
basis of the survey’s results. 

(7) The ESC will develop an interpretation plan 
(NPRDC, 1992). 

c. Survey Description 

The survey consists of six major categories: 
general organizational climate, work team functioning, job 
characteristics, worker motivation, TQL implementation and TQL 
support. The six major categories are divided into sub- 
categories that allow for more in-depth analysis of the 
results; (NPRE Ga o97)= 

(1) General Organizational Climate. This section 
consists of seven sub-categories that measure various aspects 
of the organizational climate. 

® Organizational Clarity 


® Effective Decision Making 
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Interpersonal Conflict 

Focus Toward High Performance 
Support for Improvement 
Organizational Vitality 

Trust in Management 

Work Team Functioning 


(2/ Work Team Functioning. This section is*divided 


into three sub-categories and is based on the effect work 


teams have on worker attitudes and performance. 


Team Cohesion 
Team Goal Clarity 
Team Effectiveness 


(3) "web Characteristics. This section consists of 


mine sub-categories which measure the characteristics that 


affect worker attitudes and performance. 


Efficient Job Design 

Role Clarity 

Performance Contingencies 

Information Adequacy 

Situational Constraints 

Work Pressure 

Understanding Job-Organization Linkage 
Task Significance 


Level of Employee Involvement 
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(4) Worker Motivation. This Section Consists of 


Sub-categories which measure worker attitudes on job 


Satisfaction and turnover intentions. 


Job Satisfaction 
Turnover Intentions 


(5) TQL Implementation. This section consists of 


thirteen sub-categories which measure critical components of 


TOL 


sub - 


transformation. 
Leadership Involvement in Quality Performance 
TOL Planning 
External Customer Orientation 
Internal Customer Orientation 
External Supplier Quality 
Internal Supplier Quality 
Process Manadenem- 
Barriers to Pride in Workmanship 
Intergroup cooperation 
Barriers Between Departments/Directorates 
Knowledge of TOL 
Employee Participation in TQL Activities 
INCH Abc labels ware 
(6) TQL Support. This section consists of five 


categories which measures factors that may affect 


implementing and using the TQL approach. 


® Commitment to TOL 
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® Perceived benefits of implementing TOL 
® Fear of Implementing TOL 
® Leadership Support for TOL 
® Anticipated TOL Success 
d. Grading 

Scoring for the Department of the Navy’s TOL 
Climate Survey is based upon a numeric scale that provides the 
Organization with three types of output. These outputs 
provide the organization with a layered analysis that lets the 
organization examine the means of each sub-category, the means 
of each question, and the means by employee level. The three 
outputs are the profile chart, the item statistic table and 
the breakout table. 

(1) Profile Chart. A profile chart is provided for 
each major category and it contains the mean answer for each 
sub-category. 

(2) Item Statistic Table. The item statistic table 
provides a summary of the percent responding to each value for 
each question in the survey. This table also provides the 
mean and standard deviation for each question. 

(3) Breakout Table. A breakout table is provided 
for each major category and it contains the mean and standard 


deviation, by employee level, for each sub-category. 
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C. ASSESSMENT GUIDES 
This section will present the strengths and limitations of 
each award as they apply to Marine Corps Logistics Base, 
Albany. 
1. The Malcolm Baldridge National Quality Award and The 
Presidential Award for Quality 
a. Strengths 
The main strength of these awards is the fact that 
they are a nationally recognized award for quality. The 
recipients of these awards can be assured they are performing 
well in the quality arena compared to the other applicants. 
These awards also provide excellent criteria and questions so 
the organization can examine its TQL process while preparing 
its application. 
b. Limitations 
For MCLB, Albany, which is attempting to determine 
how it is doing in implementing TQL, these two awards Nave 
numerous weaknesses. They require the organization to prepare 
its own application with no guarantee of feedback. The 
organization must wait approximately five months for the 
results, and the organization is not provided with any 


substantial feedback on where its TQL weaknesses are located. 
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2. The Quality and Productivity Self-Assessment Guide for 
Defense Organizations 
a. Strengths 
The main strength of this guide is that it would 
provide feedback to each individual at MCLB, Albany in regards 
to their understanding and knowledge of TOL. This guide also 
Gieeeces ene individual to references so they can improve their 
understanding of TOL. 
b. Limitations 
The main limitation of this self-assessment Guide 
is the fact that it would not provide MCLB, Albany with any 
comprehensive micro-level organizational feedback. The guide 
does provide organizational, feedback but it is limited to one 
micro-level of results. 
3. The Department of the Navy’s Total Quality Leadership 
Climate Survey 
a. Strengths 
The main strength of this survey is that it would 
provide MCLB, Albany with detailed feedback on how the 
Organization is doing on implementing TOL. The survey 
provides feedback by organization level and employee level; it 
also can provide feedback by department, worker status, age, 


SexsanGgd edicatLton level. 
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b. Limitations 
The limitations to MCLB, Albany using this survey 
is that it requires the honesty of those who complete it and 
it assumes a reading comprehensive level that is high enough 


so the respondent can provide accurate answers. 


D. CHAPTER CONCLUSIONS 

This chapter described four methods that can be used to 
assess the effectiveness of an organization’s TQL program. 
Assessing the effectiveness of an organizations TQL program is 
an important way for the organization to ensure it is 
progressing in the quality arena. 

Based on the strengths and limitations of each assessment 
guide in respect to the needs of MCLB, Albany, the guide that 
will be used is the Navy’s TQL climate survey. This survey 
provides the most feedback to the organization and is the best 
method available for MCLB, Albany to assess its implementation 
of TQL. This survey is shown in its entirety in Appendix A. 

Chapter IV will discuss the methodology that was used and 
provide the data that was collected at the Marine Corps 


Logistics Base. 
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IV METHODOLOGY AND DATA 


A. CHAPTER INTRODUCTION 

This chapter discusses how the organization was grouped 
for the administration of the survey, how the total number of 
Surveys were distributed among the groups, and how the survey 


Was administered. 


B. ORGANIZATIONAL STRUCTURE 

Since the purpose of this survey was to determine how well 
MCLB, Albany is doing in implementing TQL, the Blount Island 
and MCLB, Barstow sections were dropped from_- the 
organizational chart. This left MCLB, Albany with three major 
directorates: Logistics Operations, Financial Management and 
MCLB, Albany (Base Operations). Bach directorate contains 
numerous divisions that were consolidated by functional area 
into twelve divisions for ease in administering the survey. 
Figure 4 shows the organizational chart and corresponding 
percentage of total personnel in each area that was used in 
determining the number of surveys given to each area. Upon 
receiving the percentages of personnel, the stratification by 


directorate, division and employee level began. 
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-MCLB 
Albany 
100% 


Logistics Comptroller 
Operations 
71.1% | | 3.4% 


— Contracts — EDFM 
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— 4.8% | 
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C. SURVEY DISTRIBUTION 
mee Dinectorate Stratification 
Based on the percentages in Figure 4, the surveys were 


distributed as follows: 


Dae ctlomate Metal Survey, 
Logistics Operations 142 
Gemoeroller 7 
Base Operations a 
Total Ze 


ee 


“ee OnVictOn Stratification 
Each directorates total surveys were then apportioned 
to each of its divisions based on the percentage of personnel 


me chee Giylsiom (Figure 4). 


Divisions Total Survey 
Legistac Operation 

“weOrclraces S 
- EDLD operations 7 
- ILSD 30 
- IRMD ins. 
- MAINT 66 
=) 83) B18) aS 
Comptroller 

= Je Best 7 
Base Operations 

- FRS 20 
- HOBN 16 
= et ®, Z 
- MWR 2 
- special staff Wal, 
Total 200 
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3. Employee Level Stratification 
Since the survey is designed to provide feedback to 
the organization based on employee level, the surveys were 
again divided by employee level based on percentages of top 
management, middle management, first line supervisor and non- 
supervisory personnel in each division. This type of sample 
is referred to as a stratified random sample and it ensures 
that all groups in the population are equally represented 
(Weiss, 1991). The percentages by employee level are listed 
in Appendix B. 
4. Percentage Comparison 
A complete percentage and personnel breakdown is shown 
in Appendix B. A comparison of the employee percentages in 
Appendix B with the distribution of surveys by employee level 


reveal the following totals. 


Top Management Middle Management 
%* personnel/% surveys % personnel/% surveys 
SOCGA 0 .019/.02 surveys 
First Line Supervisor Non- Supervisor 
% personnel/ % surveys % personnel/% surveys 
8 3y/ 28 .792/.79 

De SURVEY ADMINISTRATION 


The administration of the survey was a two-step process. 


The first step involved selecting the actual personnel to take 
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the survey, and the second step was the administration of the 
Survey. 
1 Personnel Selection 

Since the population was already stratified by 
employee level, a random number table was used to select the 
actual participants. Each directorate/division roster, which 
was computer generated by social security number, was split 
into four rosters by employee level. Each employee name 
received a sequential number; for example, the fourteen first- 
line supervisors in MWR each received a number from one to 
Fourteen. A random number table was then used to select the 
participants in the survey. Also, a random number table was 
used to select alternates, by employee level, who could 
Substitute in case a primary participant was unavailable. 

Le Administering the Survey 

The TQL Climate Survey was administered over a two- 
day period. The first day was divided into four 90 minute 
periods with approximately fifty personnel scheduled per 
period. The second day used two 90 minutes periods in the 
morning and the afternoon was used to administer the survey to 
stragglers. 

All personnel were given as long as they desired to 
complete the survey; no survey participant required more than 
90 minutes. Before beginning the survey an introduction to 


the purpose of the survey and instructions on how to complete 
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the survey were given. Fach survey was checked upon 


completion to ensure the questions were answered. 


ae DATA 
Fach survey was entered into a database using SPSS for 
windows. The data was then checked for accuracy and the 
following output was produced. 
® the frequency of each answer for each question 
® the mean and standard deviation for each question 
® the mean for each sub-category of questions 


® the mean and standard deviation for each sub-category by 
employee level 


The raw data, presented by question number with the 


frequency per answer, is shown in Appendix C. 


le CHAPTER CONCLUSIONS 

This chapter described how the population was stratified 
by employee level and how the survey was administered. This 
chapter also described how the raw data was transformed into 
meaningful output. Chapter V will present the analysis of the 


data obtained and presented in this chapter. 


Sie 


V. ANALYSIS 


=. CHAPTER INTRODUCTION 

This chapter describes and analyzes data obtained from 
the survey. Section B describes how the data is normally 
interpreted and how and why this study interprets the data 
differently. Section C analyzes the data and provides trends 
for the categories. Appendix D, which accompanies this 
Chapter, provides a profile chart for each of the six survey 
categories and an item statistical table and breakout table 


for each of the survey sub-categories. 


De INTERPRETING THE DATA 

Normally the ESC interprets survey results. The ESC 
examines the profile chart, judges the scores, and decides 
which sub-categories are strengths and which are opportunities 
for improvement. The ESC then uses the item statistic table 
and breakout table to examine the sub-categories in more 
detail. (NPRDC, 1992). 

Since this is the first climate survey for MCLB, Albany 
and this survey is being used as a benchmark for future 
surveys, all sub-categories will be examined as opportunities 
for improvement. This examination of the results is logical 
because the TQL model used by the organization and the TQL 


process in general is a continuous process. Deming confirms 


side 


this when he describes his fifth point for management which 
States that an organization must "constantly and forever 
improve the system of production and service". (Deming, 1982). 

The next section examines the survey data presented in 
Appendix D. The mean score for each sub-category is presented 
and explained in relation tothe scale ofvthe Survey. ane 
following relationships apply to the survey scores: 1 = Not At 
All, 2 = A Little Extent, 3 = Some Extent, 4 = Large Extent, 
5 = Very Large Extent. The item statistical tables are 
examined and outliers are identified.* An outlier is defined 
as a response that is half of a standard deviation less than 
the mean. Using the central limit theorem, which states that 
for a sample size greater than 30 the sample is approximately 
normally distributed, and using the empirical rule for a 
normally distributed variable, it can be determined that 
approximately seventy percent of the data is within a half of 
a Standard deviation or greater than the mean score (Weiss, 
1991). This procedure is reversed for questions that require 
a low score as the best answer. After the item statistical 
table is analyzed, the breakout table is examined to identify 

1, It is important to note that some sub-categories require 
a low mean score and the meaning of each sub-category should be 
examined before looking at the mean score. 

- When an examining the item statistical table it is 
important to note that some questions in the sub-category require 
a low score as the best answer. These questions are presented with 
a adjusted mean in parenthesis below the actual mean. The adjusted 


mean is the mean that was used as input into to sub-categories 
mean. 
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how employee levels feel about the sub-category. 


a DATA ANALYSIS 
i lig General Organizational Climate 
a. Organizational Clarity 

Examining the profile chart on page 99 shows a 
mean score of 3.52 for this sub-category. lbiolaisy ee Sicloies 
indicates that "to less than a large extent" personnel in the 
Organization feel that the organization has clear, well 
developed, and fully utilized goals. The item statistic table 
on page 100 reveals no outliers for this sub-category. The 
breakout table on page 101 shows a mean score of 3.50 for non- 
Supervisors. This score also indicates "to less than a large 
extent" are non-supervisors sure about organizational clarity. 

iD. Effective Decision Making 

The profile chart on page 99 shows a mean score 
of 2.99 for this sub-category. This score indicates that "to 
some extent" personnel in the organization feel decisions are 
made at the appropriate level and with the appropriate data. 
Examining the item statistic table on page 102 for outliers 
reveals that question eight, with a mean score of 2.39, 
indicates "to less than some extent" are decisions made at the 
lowest approprvfate level. The breakout table on page 103 
shows a mean score of 2.90 for non-supervisors. This score 
indicates that "to less than some extent" the non-Supervisor 


employee level is sure about effective decision making. 
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om interpersonal Conrtact 
The profile chart on page 99 shows a mean score 
of 2.72 for this sub-category: his seenme ind@mecacesuc name 
less than some extent" personnel in the organization perceive 
or experience interpersonal conflict while at work. The item 
statistic table on page 104 reveals no outliers for this sub- 
category. The breakout table on page 105 shows a mean score 
of 2.75 for non-supervisors. This score indicates that "to 
less than some extent" do non-supervisors believe that some 
interpersonal conElict and) Eriction 1s oeeieaaime. 
d. Focus Toward High Performance 
The profile chart on page 99 shows a mean score 
Or 359ae This score indicates that "to a large extent" 
personnel in the organization feel that they are encouraged to 
pursue challenging goals and to achieve high levels of 
performance. The item statistic table on page 106 reveals no 
outliers. The breakout table on page 107 shows that non- 
supervisors, with a mean score of 3.86, feel that "to less 
than a large extent" are they encouraged to pursue challenging 
goals and to achieve high levels of performance. 
eC. Support For Improvement 
Examining the profile chart on page 99 shows a 
mean score of 2.88. This score indicates that "to less than 
some extent" personnel believe that there is support for 


improving work methods and processes. The item statistic 
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table on page 108 reveals no outliers for this sub-category. 
The breakout table on page 109 shows a mean score of 2.78 for 
non-supervisors. This score also indicates that "to less than 
some extent" do non-supervisors believe there is support for 
improving work methods and processes. 
fx Organizational Vitality 

The profile chart on page 939 shows a mean score 
of 2.77. This score indicates that "to less than some extent" 
personnel believe that the organization is responsive to 
changes in the environment and able to keep pace with similar 
organizations. The item statistical table on page 110 reveals 
no outliers for this sub-category. The breakout table on page 
111 shows a mean score of 2.71 for non-supervisors. This 
score also indicates that "to less than some extent" do non- 
supervisors believe that the organization is responsive to 
changes in the environment and able to keep pace with similar 
organizations. 

g. Trust In Management 

The profile chart on page 99 shows a mean score 
of 3.06. This score indicates that "to some extent" there is 
trust between employees and management. Examining the item 
Statistical table on page 112 for outliers shows that question 
27, with a mean score of 2.45, is an outlier. This score 
indicates that "to less than some extent" do employees trust 


management. The breakout table on page 113 shows that non- 
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Supervisors scored this sub-category with a mean score of 
2.97. This score indicates that non-supervisors feel that "to 
some extent" do they believe there is trust between employees 
and management. 
fale General Organization Climate Trends 

An analysis of this category reveals the 
following trends: 1) Non-supervisors consistently scored the 
sub-categories with the lowest mean score, and 2) The sub- 
categories that deal with the organization from a philosophy 
standpoint, i.e., organizational clarity and focus toward high 
performance, scored higher than the categories that deal with 
the organization from a implementation standpoint, l.e., 
effective decision making, interpersonal conflict, support for 
improvement, organizational vitality, and trust in management. 

Dre Work Team Functioning 
a. Team Cohesion 

Examining the profile chart on page 114 shows 
a mean score of 3.51. This score indicates that "to greater 
than some extent" team members feel part of their work team 
and work together to achieve team goals. The item statistical 
table on page 115 reveals no outliers for this sub-category. 
The breakout table on page 116 shows that non-supervisors, 
with a mean score of 3.46, believe that "to greater than some 


extent" they feel part of their work team. 
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DD. Team Goal Clarity 
The profile chart on page i114 shows a mean 
score of 3.49. This indicates that "to greater than some 
extent" members have a clear idea of the team’s goals. The 
item statistical table on page 117 reveals no outliers for 
this sub-category. The breakout table on page 118 shows that 
first-line supervisors, with a mean score of 3.48, believe 
that "to greater than some extent" they have an understanding 
of the team’s goals. 
‘om Team Effectiveness 
The profile chart on page 114 shows a mean 
score of 3.32 for this sub-category. This score indicates 
that "to greater than some extent" work teams are organized 
efficiently and team members work together effectively. 
Examination of the item statistical table on page 119 reveals 
no outliers for this sub-category. The breakout table on page 
120 shows that non-supervisors, with a mean score of 3.25, 
believe that "to greater than some extent" work teams are 
organized efficiently. 
d. Work Team Functioning Trends 
This category reveals that no problems exist 
while employees are with their work teams. Pass se rend , 
compared to the previous category which showed a strong 
philosophy but weak implementation, reveals that the 


implementation problems appear to occur outside actual work 
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teams. 
3m Job Characteristiues 
a. Efficient Job Design 

The profile chart on page 121 shows a mean 
Score’ Of (23257 This score indicates that "to greater than 
some extent" employee’s jobs are well designed and assistance 
is readily available. Examination of the item statistical 
table on page 122 reveals no outliers for this sub-category. 
The breakout table on page i123 shows that first line 
Supervisors, with a mean score of 3.33, and non-supervisors, 
with a mean score of 3.37, believe that "to greater than some 
extent" their jobs are well designed and assistance is 
available. 

DG Role Clarity 

Examination of the profile chart on page 121 
shows a mean score of 4.02. This score indicates that "toa 
large extent" personnel know exactly what is expected of them. 
The item statistical table on page 124 reveals no outliers for 
this sub-category. The breakout table on page 125 shows that 
all employee levels have mean scores for this sub-category 
that ranges from 4 yCiseeomsn00- This means all employees 
believe from a large extent to a very large extent that they 


know exactly what is expected of them. 
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CR Performance Contingencies 
The profile chart on page i121 shows a mean 
score of 2.80. This score indicates that "to less than some 
extent" personnel perceive a linkage between good work and 
supervisor recognition and reward. The item statistical table 
on page 126 reveals no outliers for this sub-category. The 
breakout table on page 127 shows that non-supervisors, witha 
mean score of 2.64, believe that "to less than some extent" is 
there a linkage between good work and supervisor recognition. 
In contrast, first line supervisors, with a mean score of 
3.26, believe that "to greater than some extent" there is a 
linkage between good work and supervisor recognition. 
d. Information Adequacy 
Examination of the profile chart on page 121 
shows a mean score of 3.09. This score indicates that "to 
some extent" information is of sufficient quality, quantity, 
and timeliness in order to do the job well. The item 
Statistical table on page 128 reveals no outliers for this 
sub-category. The breakout table on page 129 shows that non- 
Supervisors and first line supervisors, with mean scores of 
3.06 and 3.09, respectively, believe that "to some extent" the 
PEOuiar tates OPmecliietcient Cudlitgy, "quantity, and timely. 
e. Situational Constraints 
The profile chart on page 121 shows a mean 


score of 2.44. This indicates that "to less than some extent" 


Se, 


do personnel perceive that organizational and environmental 
factors limit thelr ability "eo perremmetnelr  jebs = cemeac i=. 
full potential. The item statistical table on page 130 
reveals no outliers for this sub-category. The breakout table 
on page 131 reveals that all employee levels have mean scores 
which range @EromeezZn25 ~torezseer This indicates that all 
employees believe that "to less than some extent" do 
organizational and environmental factors limit their ability 
to perform their jobs. 
5 ae Work Pressure 

The profile chart on page 121 shows a mean 
SCOres Ciena. This score indicates that "to greater than 
some extent" personnel are given too much work to perform. 
Examining the item statistical table on page 132 for outliers 
reveals that question 60, with a mean score of 3.77, indicates 
that "to a large extent" personnel are required to do more 
than one thing at a time. The breakout table on page 133 
shows that non-supervisors and first line supervisors both 
have mean scores of 3.11, and, therefore, believe that "to 
greater than some extent" aemenael are given too much work to 
perform. 

g. Understanding Job-Organization Linkage 

The profile chart on page 121 shows a mean 

score of 4.13. This score indicates that "to a large extent" 


personnel know how their job fits with other jobs in the 
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organization and how their efforts contribute to achieving the 
Oorganization’s mission. The item statistical table on page 
134 reveals no outliers for this sub-category. The breakout 
table on page 135 shows that all employee levels, with a range 
Seeeseerecom From 4eO7Mto 5.00 @ believe that from’ "a large 
extent" to "a very large extent" the personnel know how their 
job fits with other jobs in the organization. This score also 
indicates that from "a large extent" to "a very large extent" 
the personnel know how their efforts contribute to achieving 
the organization’s mission. 
bs Task Significance 

The profile chart on page 121 shows a mean 
score of 4.25. This score indicates that "to greater than a 
large extent" workers know that their job has a substantial 
impact on the lives or work of other people, whether in the 
immediate organization or in the external environment. The 
item statistical table on page 136 reveals no outliers for 
this sub-category. The breakout table on page 137 shows that 
all employee levels, with a range of scores from 4.21 to 5.00, 
believe that "to greater than a large extent" to "a very large 
extent" they understand the impact their job has on others. 

a: Level of Employee Involvement 

The profile chart on page 121 shows a mean 

score of 3.28. This score indicates that "to greater than 


some extent" personnel can influence the way they perform 
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their job. Examining the item statistical table on page 138 
reveals no outliers for this sub-category. The breakout table 
on page 139 shows that non-supervisors, with a mean score of 
3.13, believe that "to greater than some extent" they can 
influence the way they perform their job. The table also 
reveals that first line supervisors, with a mean score of 
3.78, believe that "to a large extent" they can influence the 
way they perform their job. 
se Job Characteristic Trends 

A review of the job characteristics category 
reveals the following trends: 1) Sub-categories that focus on 
TQL philosophy, i.e., efficient job design, role clarity, 
Situational COnNSEraineEs, understanding job-organization 
linkage, and task significance scored higher than the sub- 
categories that focused on TQL implementation, 1.e., 
performance contingencies, information adequacy, work 
pressure, and level of employee involvement; 2) The sub- 
categories focused on philosophy reveal that all employee 
levels understand the philosophy of the organization; 3) The 
Sub-categories of information adequacy and work pressure 
reveal that some aspects of implementation have not reached 
the first line supervisor and non-supervisor levels; and 4) 
The sub-categories of performance contingencies and level of 
employee involvement reveal a blockage ene the TQL 


implementation at the first line supervisor level. The 
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performance contingency sub-category reveals that first line 
supervisors believe there is a linkage between their work and 
Supervisor recognition, while the non-supervisors, believe to 
a lesser extent this linkage occurs. The level of employee 
involvement category reveals that first line supervisors feel 
they can influence the way they perform their job, but non- 
supervisors believe that to a lesser extent they can influence 
the first-line supervisors. 
4. Worker Motivation 
a. Job Satisfaction 

The profile chart on page 140 shows a mean 
score of 3.95. This score indicates that "almost to a large 
extent" workers are satisfied with their job. The item 
Statistical table on page 141 reveals no outliers for this 
Sub-category. The breakout table on page 142 reveals that all 
employee levels, with a range of scores between 3.93 to 4.43, 
believe that "to a large extent" they are satisfied with their 
Obs. 

Jon Turnover Intentions 

The profile chart on page 140 shows a mean 
score of 2.16. This score indicates that "to a little extent" 
worker’s have turnover intentions. The item statistical table 
on page 143 reveals no outliers for this sub-category. The 
breakout table on page 144 reveals that all employee levels 


have mean scores which range from 1.00 to 2.21. This means 


she. 


that all levels either do not have turnover intention or have 
them only to Sawer ewes ceme 
Ce Worker Motivation Trends 
This category reveals that no problems exist 
with job satisfaction or with worker turnover. This trend 
compared with the other categories that showed a strong 
understanding and acceptance of TOL philosophy reveals that 
implementation can be successful if it reaches all employee 
levels. 
oe TQL Implementation 
a. Leadership Involvement in Quality Performance 
The profile chart on page 145 shows a mean 
SCOLe (Or, 32 22- This score indicates that "to greater than 
some extent" senior leaders are committed to and active in 
improving quality. The item statistical table on page 146 
reveals no outliers for this sub-category. The breakout table 
on page 147 indicates that all employee levels scores, witha 
range from 3.13 to 4.83, indicate all levels believe that "to 
greater than some extent" senior leaders are committed to and 
active in improving quality. 
b. TQL Planning 
The profile chart on page 145 shows a mean 
SCOLE OE Sez ie This score indicates that "to greater than 
some extent" the organization approaches TQL within a 


strategic framework focused on long-term quality improvement. 
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The item statistical table on page 148 reveals no outliers for 
this sub-category. The breakout table on page 149 reveals 
that non-supervisors, with a mean score of 3.15, believe that 
"Co greater than some extent" the organization approaches TQL 
within a strategic framework. 
Cis External Customer Orientation 

Examination of the profile chart on page 145 
shows a mean score of 3.57. This score indicates that 
"approaching to a large extent" the organization emphasizes 
external customer needs in its activities. Examining the item 
statistical table on page 150 for outliers shows that question 
86, with a mean score of 2.91, indicates that "to less than 
some extent" does management try to plan ahead for changes in 
external customer requirements. The breakout table on page 
151 indicates that non-supervisors, with a mean score of 3.47, 
believe that "to greater than some extent" the organization 
emphasizes external customer needs. 

d. Internal Customer Orientation 

The profile chart on page 145 shows a mean 
score of 3.74. This score indicates that "approaching to a 
large extent" the organization emphasizes internal customer 
needs, customers are known, and their requirements are 
understood. The item statistical table on page 152 reveals no 
outliiers for this sub-category. The breakout table on page 


153 indicates that non-supervisors, with a mean score of 3.67, 
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believe that "approaching to a large extent" the organization 
emphasizes internal customer needs. 
e. Extermal Supplier Quality 

The profile chart on page 145 “shews a “mean 
score of 2.31. This score indicates that employees think "to 
less than some extent" management monitors external supplier 
quality and defines and communicates supplier requirements. 
Examining the item statistical table on page 154 for outliers 
reveals that question 95, with a mean score of 1.35, indicates 
that "approaching to not at all" is management working toward 
fewer external suppliers. The breakout table on page 155 
indicates that first line supervisors and non-supervisors, 
with mean scores of 2.S5Smand 2.22,erespectively, betrevemrnat 
"to less than some extent" does management monitor external 
supplier quality, while top and middle management, with mean 
scores of 3.13 and 3.25, xespectively, believe "erate to 
greater than some extent" does management monitor external 
Supplier quality. 

fs Internal Supplier Orientation . 

The profile chart on page 145 shows a mean 
score of 2.58. This score indicates employees think that "to 
less than some extent" internal supplier quality is monitored, 
defined and requirements are communicated. The item 
statistical table on page 156 reveals no outliers for this 


sub-category. The breakout table on page 157 reveals that 
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BeBe sUpeChVisors, with a mean Score of 2.47, believe that "to 
less than some extent" internal supplier quality is monitored. 
Gi. Process Management 
EXamination of the profile chart on page 158 
Shows a mean score of 2.35. This score indicates that "toa 
little extent" employees use process improvement methods. The 
item statistical table on page 159 reveals no outliers for 
this sub-category. The breakout table on page 160 indicates 
that non-supervisors, with a mean score of 2.22, believe that 
"to a little extent" they use process improvement methods. 
ie Barriers to Pride In Workmanship 
The profile chart on page 158 shows a mean 
score of 2.45. This score indicates that "to less than some 
extent" there are barriers to taking pride in workmanship. 
Examining the item statistical table on page 161 for outliers 
reveals that question 104, with a mean score of 3.05, 
indicates that "to some extent" the performance appraisal 
system creates barriers to taking pride in workmanship. The 
breakout table on page 162 indicates that all the employee 
levels, with a range of scores from 2.30 to 2.87, believe that 
"to less than some extent" there are barriers to taking pride 
in workmanship. 
ae Intergroup Cooperation 
Examining the profile chart on page 158 shows 


peice simmeseoOre Or 3.16. This score indicates that "to greater 
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than some extent" different teams within a department 
understand each others’ goals, objectives and cooperate to 
achieve these goals. The item statistical table on page 163 
reveals no outliers for this sub-category. The breakout table 
on page 164 indicates that all employee levels, with a range 
of scores from 3.12 to 3.75, believe that "to greater than 
some extent" there is intergroup cooperation. 
J. Barriers Between Departments/Directorates 

The profile chart on page 158 shows a mean 
score of 3.03. This score indicates that "to some extent” 
different departments work well together and help each other 
achieve one another’s goals and objectives. The item 
Statistical table on page 165 reveals no outliers for this 
sub-category. The breakout table on page 166 indicates that 
non-supervisors and first line supervisors, with mean scores 
of 3.01 and 3.07, respectively, believe that "to some extent" 
different departments work well together. 

k. Knowledge of TQL 

The profile chart on page 158 shows a mean 
score of 3.79. This score indicates that "approaching a large 
extent" employees feel they understand and can apply TQL 
concepts and techniques. Examining the item statistical table 
on page 167 reveals no outliers for this sub-category. The 
breakout table on page 168 indicates that non-Supervisors, 


with a mean score of 3.71, believe that "approaching to a 
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large extent" they understand TOL, while first line 
Supervisors, with a mean score of 3.99, believe that "to a 
large extent" they understand TOL. 
ilies TQL Implementation Trends 

A review of the TQL implementation category 
reveals the following trends: 1) The sub-categories dealing 
with TQL at the macro or organizational level, i.e., 
leadership involvement in quality performance, TQL planning, 
external customer orientation, internal customer orientation, 
barriers to pride in workmanship, intergroup cooperation, 
barriers between departments/directorates, and knowledge of 
TQL show that there is no problem with TQL at the 
organizational level, and 2) The sub-categories that have a 
direct impact on the micro or process level, i.e., external 
supplier quality, internal supplier quality, and process 
measurement show that there is an implementation problem at 
the line worker level of the organization. This trend relates 
to the previous categories that showed a strong TQL 
philosophy, but a weak implementation at the lower levels of 
the organization. 

6 TQL Support 
a. Commitment to TOL 

The profile chart on page 173 shows a mean 

Seoremot 3736. This score indicates that "to greater than 


some extent" different levels of the organization want to 


oo 


implement TQL. The item statistical tabi¢ on page 174 reveals 
no outliers for this sub-category. The breakout table on page 
175 indicates that non-supervisors, with a mean score of 3.28, 
believe that "to greater than some extent" the different 
levels of the organization want to implement TQL. 
b. Perceived Benefits of Implementing TQL 

Examination of the profile chart on page 173 
shows a mean score of 3.89. The score indicates "approaching 
to a large extent" employees understand different types of 
benefits the organization can achieve by using TQL. The item 
Statistical table on page 176 reveals no outliers for this 
sub-category. The breakout table on page 177 shows that first 
line supervisors and non-supervisors, with mean scores of 3.85 
and 3.87, respectively, believe that "approaching to a large 
extent" employees understand the benefits of implementing TOL. 

Gr Fear of Implementing TQL 

The profile chart on page 173 shows a mean 
score of 1.52. (This score ifG@iicates Chat "approaching veo mer 
at all" do employees fear negative consequences associated 
with TOL. The item statistical table on page 178 reveals no 
outliers for this sub-category. The breakout table on page 
179 reveals that first line supervisors, with a mean score of 


1.71, fear TOL "to less than a little extent." 
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ad. Leader shi pecupponmEgsorm TO 

The profile chart on page 173 shows a mean 
Scere 2.59: This score indicates that "to less than some 
extent" leadership provides adequate support in time, 
policies, and priorities for TQL implementation activities. 
Examining the item statistical table on page 180 for outliers 
reveals that question 148, with a mean score of 1.74, 
indicates that "to less than a little extent" are efforts 
toward implementing TQL considered during performance 
appraisals. The breakout table on page 181 reveals that non- 
SUperVisers, “With a™=meam™sScore of 2.51; and first line 
Supervisors, with a mean score of 2.73, believe that "to less 


than some extent" leadership provides adequate support for 


ARO Er: 
e. Anticipated TQL Success 
Examination of the profile chart on page 173 
shows a mean score of 3.41. This score indicates that "to 


greater than some extent" individuals believe TQL will be 
successful in the organization. The item statistical table on 
page 182 reveals no outliers for this sub-category. The 
breakout table on page 183 reveals that first line supervisors 
and non-supervisors, with mean scores of 3.37 and 3.40, 
respectively, believe that "to greater than some extent" TQL 


will be successful. 
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‘am TOL Support Trerds 

The analysis of this category reveals that, 
like the category on TOL implementation, no problems exist in 
the sub-categories that deal with the organization as a whole, 
1.€., commitment to TQL, perceived benefits of implementing 
TOL, fear of implementing TQL, and anticipated TOL success. 
However, the same trend that was noticed in the TQL 
implementation category also exists in this category. The 
sub-category on leadership support for TQL reveals that, like 
the category on TQL implementation, a problem exists with 


implementation at the line worker level. 


JD ae CHAPTER CONCLUSIONS 

This chapter determined that each category of a benchmark 
survey should be analyzed as an opportunity for improvement. 
This follows the characterization of TQL as a continuous 
process that is always searching for ways to improve. The 
analysis of data from the survey revealed there is a strong 
TQL philosophy in the organization but the implementation of 
TQL has not yet reached the lower levels of the organization. 
The data analysis also revealed that the organization is doing 
fine with TQL at the organizational level but it is showing 
weaknesses at the line worker level. Finally, the data 
revealed that a blockage of the implementation process is 


occurring at the first line supervisor level. 
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VI CONCLUSIONS AND RECOMMENDATIONS 


Ans OVERVIEW 

A review of the background of TQL at Marine Corps 
Logistics Base, Albany revealed that the organization has 
implemented a TQL structure and philosophy that overlays their 
existing organizational structure. The organization has 
identified and is using a TQL model that focuses management 
philosophy on continuous improvement. They have also 
identified numerous tools and techniques they can use in their 
TQL process. The establishment of the TQL philosophy and 
Strategic framework for implementation are critical to the TQL 
Gracies Many TQL efforts are thwarted by ineffective 
execution of the TQL philosophy (McCormack, 1992). 

The TQL process is a continuous process that must never 
end if it is to be successful The Plan-Do-Check-Act (PDCA) 
cycle represents work on processes rather than specific tasks. 
This cycle relates to the implementation of TQL because TQL 
implementation is a continual process. Since a process can 
never be perfected but only improved, it is necessary for 
organizations to assess their TQL process. 

A review of quality assessment guides revealed that each 
guide possesses its own strengths and limitations. Each 


organization that is attempting to evaluate its TQL effort 
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needs to weigh these strenaths and “im:tations against its 
assessment needs. Since no method stands alone as an 
assessment model, it should not be overlooked that some 
organizations can use parts of each guide to satisfy their 


assessment effort. 


1ehe CONCLUSIONS IN RELATIONSHIP TO RESEARCH QUESTIONS 

The primary research question is "To what extent was 
Total Quality leadership successfully implemented at Marine 
Corps Logistics Base, Albany, Georgia?". The answer to this 
question can be found in Chapter V. This chapecr ideneirm os 
the trends from the survey which show that the organization 
has a well established TQL philosophy, but the implementation 
has not yet reached the lower levels of the organization. The 
data also reveal that there is a blockage at the first line 
supervisor level and the implementation has not yet reached 
the line worker level of the organization. 

A subsidiary question is "What paces can be used to 
judge the effectiveness of Total Quality Leadership at a 
military organization?" The answer to this question can be 
found in Chapter III, Section D. This section identifies sene 
Department of the Navy’s TQL Climate Survey as the best method 
to evaluate Marine Corps Logistics Base, Albany. Based on the 
needs of the organization, the Department of the Navy’s TOL 
climate survey was chosen because it provided the most 


comprehensive feedback to the organization. 
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Another subsidiary research question is "Yow far along is 
Marine Corps Logistics Base, Albany in implementing TQL?"”. 
Chapter III points out that TQL implementation is a continual 
process and currently Marine Corps Logistics Base, Albany is 
in the PDCA cycle. The data from Chapter V reveals that they 
have established a strong TOL philosophy that permeates the 
organization but they are still attempting to execute the 
philosophy at the lower levels of the organization. 

The third subsidiary research question is "What barriers 
or obstacles exist, if any, to implementing TQL at Marine 
Corps Logistics Base, Albany and how might they be overcome?" 
The data in Chapter V revealed that there is a blockage at the 
first-line supervisor level in the area of work and supervisor 
recognition and in the area of influencing the way a job is 
performed. This relates back to the primary research question 
which revealed that TQL has not yet reached the lower levels 
ef the vemgani zat ion: 

The final subsidiary question is "Can a process be 
developed that will provide other military organizations with 
a method to evaluate the effectiveness of their TQL program?" 
Chapter IV presents the assessment guides available, and while 
no specific checklist is developed, a comparison of an 
Organization’s assessment meeds to the strengths and 
limitations of the guides does provide a starting point in the 


assessment process. 
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Ce GENERAL RECOMMENDATIONS 

1. The ESC should review the analysis»of the Gata. The 
review should focus on ways to improve in each sub-category so 
the TOL implementation process can be continually improved and 
eventually reach the lower levels of the organization. 

26 The ESC should place a priority on removing the 
blockage to implementation that exists at the first line 
Supervisor level and on forcing TQL implementation into the 
lower levels of the organization. They should also not 
forget that some improvements will require a long term focus 
and these should not be forsaken for short term results. 

a The TQL office should examine the assessment guides 
evaluated by this thesis and use portions of the guides to 
continually do self tests of their organization. For example, 
the Quality and Productivity Self-Assessment Guide for Defense 
Organizations can be used so each individual can enhance their 
TQL knowledge. 

4. The organization should conduct another TO 
assessment in the future so they can determine, by comparison 
to this survey, if their solutions for improvement were 


effective, and if not, so they can implement new solutions. 
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APPENDIX A 


Organizational Assessment Survey 


wwe a 


mponant ang sincerely seiczTe ease reag eacn quesuon carefully before responding. ost can be answered by 
simply cwrcung the number thai most neany recresents your opinion. 


“SS SufeGv 'S SES 5720 tO CLiain y7tur i"cugnts about your job ana orcan:zation. Your nonest crinions are 


EXAMPLE QUESTION: 
Not Some Very Dont 
At Extent Large Know 
To What Extent... Ali Extent 
1. Does this organcation follow tts sion statement? 1 2 <) 4 5 0 


Note that a response category ‘Cont Know’ is provided because some informaton is not available to ai 
employees. Please use the "Dont Know’ category as seidom as possible. 


Your indmdual answers to questions will not be grven to anyone in your organization. Please do 
not sign your name to this survey. The information you prowde wil be combined with the information of other employees 
to evaluate general attitudes and opinions of employees in your organaation. The survey includes several questions 
describing yoursetf. The answers to these questions will be used for research purposes, and will not be use to identity 
you or reveal your individual responses. 


Your assistance in this effort is appreciated. 


Privacy Act Statement 


Public Law 93-579, the Pnvacy Act of 1974 requires that you be »nformed of the purposes and uses to be made of 


the survey. Autbontv to collect this information is granted in Title 5 of the United States Code. Providing this 
infonnation ts voluniary. The informavoan will be used for statisocal purposes only. In no case wil) the 
infomation be used for matung decisions affecting speafic individua’. 





Naw Personnel Research and Developmem Center 
San Diego, Califorra 
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cepanment Cirecsicrace 
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Reet ae couseomee 


External sucgiier 


Supemsor 


Internal supplier 


'nternmal CUSLOMERS .............ccececec eee cee es 


Management). .cccc:ccssascsssaussece sesseareceace 


Process Action Team..........cccccccc-.ee0e. 


Quality Management Board................ 


Semor leaders... ccc cecceccccececsceceeeee 


a 


2 organizaiun for wrcm yOu AUK 

A section of the organization that funils a major function (ie , maintenance 
=" Gineerng 

The nignest level quaity improvement team in a command. 


An individual or group outside the producing organization wno fecei.es or 
uses the output of a process (product of service). 


An indwidual of group outsice your organization (vendor) that provides 
Materials. c°’oducts,. intormation or semices to an indtdual or group within 
your organizapon. 


.The person to whom you directly report (the person who formaily evaluates 


your performance). 


... An individual or group within your organization (de partment/divisiorvoffice) 


that prowdes input to another indmidual or group within your organization. 
An individual or group inside the producing organization who recerves or 
uses the output of a process (product or service). 

Any/afl levets of supervision in the organization. - - 


A team that Is chartered by a Quality Management Board (QMB) or a 
functional fine manager to assist in achleving process stability for a 
particular measurement being used by the QMB. 


A team composed of all the managers who are jointly responsible for a 
process, system, product, or service. 

The highest-ranking official of the organization and those reporting directly 
to that official. 


Total Quality Leadership. The appication of quantitative methods and 
people, to assess and improve materials and services supplied to the 
organg ation: afl significant processes in the organization; and meeting the 
needs of the end user, now and in the future.. 

The people that work wah you most frequently (on a day-to-day basis). 
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To What Extent... 


10. 
Oe 
12. 


13. 
14, 
Lo: 


Vie 


18. 
19: 


20. 
2. 


23. 
24. 


Are Ine O°ganizaton’s goals Ciear to you? . 


So yc. ‘°.%k Orgar.z ational goa's are used to Make day-to-day worK 


Do you <h.nk there are thorough plans tor acniewng organizational goals? 


Do you think there ts formal planning for achievement of organizational 


2 [2s aan 95 eee at 
oes the current reporung structure (i.e., chain of command) provide you 

with the information you need to Make good DECISIONS? ues eee ceeteteeeteeeeree cee I 
Do information systems provide you with useful information that you need 

ea RIA RFR Ct SIONS] ee sees ons soesvasc ce eee eececSce ces ecsanaeasenesassessntet erase ssaeeseeess 1 
Are decisions n this organization based on adequate information? .........c.cccccee ces 1 
Are decisions made ail the lowest appropnate lOVel? .....cccsccsectseseesesseessereeseeeees 1 
is there friction between peopie in your department and those in ather 
GEPANUMTIGEHtS T ccsccscsscesieeseccscccscddvcsereses Peres dee sesi vote perenne PR nee aie ec coue scans ¥é 1 
Is there conflict between superisors ANd WOFKEIS? .........ccccccesereeceecseeeeceseteeneeetens 1 
HSPUeTe COMMICL AMIOMG YOUN COWOIKEIS 0 ...:scsvidiestetss-ovensovenssscorocscocercccsestence vasoces 1 
lg there friction between people in your work team and those in other work 
AEFI SI Ben oc RRR ce a oo eee 1 
Are you expected to meet demands for high levels of performance?...............0+ 1 
Are the goals that you are given challenging? ...........scssscssscessssssesnsrsssescesteceseeeenes 1 
Are you encouraged to give your best WOrk CffOMt? .......csccccenccteereeeeeeeeeceeceensceren 1 
Aleman standards Of GHicieNnCy EMPNASZEG? <.....2.5.50:.sccsac- cco nssecs soeesereranaseceanee--- I 
Does your supemisor encourage ideas and suggestions about better ways 

USM aA ere tear re 20 ec Fe sat Joi vvas. deh 0 lstyssancccesesiesvasteadenesesoacerseescooeses¥ancveess's 1 
Ooes managemem follow up on suggestions for iMPrOVEMENT? .........sccccecceee scene 1 
Does management reward employees who make improvements in the way 

Be BivSutIa SIR ONES Career eeie ene (ay see cee cererc seer est recor ee aisailiat st cansesceuscsonsteveesenssenaluMesess 1 
Does management encourage creative solutions to work problems? ..........-.cccceee 1 
Ooes management take action quickly enough when new opportunities 

Bere BORG ANTS AU CUA eee ge crear cc ceete ec ecsyuinscteysesecavsseeeesesnszenccnnnndccsesennes 1 
Is this organization a teader when compared with similar organizations? .............1 
Does this organization adapt well to changes in funding levelS?..........---cseceesseeee 1 
Are management decisions innovatve?.............0... -oo fl 
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eo (205 7 ee 7 te aeae : c : < : : 
cS  CveSipar agers "Fo w ben on is com cece 5 c 3 4 Ss 0 
2, Coeme 2,2es t’ust “aresement? ‘ < 5 4 5 2 
co, Oo YOU ts: Our sucersor =, bhede s gaaaeetae een ae me. 2 3 4 5 0 


The next secticn of this suey asxs questions about your work team. 


Not Some Very 
At Extent Large 

To What Extent... AR Extent 
29. Are you satsfied with the effort of others ON yOUF WOTK 1eAIN? ........ccccceseceers seenteeeessecenee ces 1 2 <a 
30. Do you feel you are really part of your WOrK [OE AMN? .........ecceesscscscssseeceeerereesseeees cesses scnees 1 2 3 4 § 
31. Are there feefings among members of your work team which tend to pul 

TO (OAM MPAI 7 .........0cecc.cosecese. Meets: cas sucesousesascansentesuseonertsaver |sse4st0se MMe ee dives + +0cs cone ooasseae 1 2 a = 5 
32. Do you look forward to being with the members of yoUr WOK LOAM? ........eeecesesesecesecesces bau) 2 3 4 § 
33. Does your work team know exactly what it has t0 dO? .......csccsscesssreeeseceeeseeesesseseereesesseees 1 2 3 4 #§ 
34. Ooes each member of your work team have a clear idea of the team's 

GODS 7 .. ae cncnscacensassecssonce conesunceeiissan seasunasiesssfaauat teat sates eset netaeete st eee tite: aamtmesEeaaantt rer sceeses cee 2 3&5 
35. Does your supervisor clearly communicate team goals and prionties to 

TEAM MEMBELS? ........500.00c0cesccsesesseenszs2et eh eeeeeees cot Mabts« an: cnccanevereesugnreosevesnssatesseveseosssersrs 1 2 3 ™ 5 
36. Does your work team have efficient WOrk METNOGS? ........cscscecseecreecreeceececescseecesereasonss ns | 2 3 4 § 
37. Is the work team organized in the best way to accomplish &S dUUCS? ...........-escsreeerceesees eee oe. ee 
38. Is the worddoad distributed effectrvely among the members of your work 

LOAM? ....0.-00ceeseesesooseesceres osenectuleycgeceees acne atm Maman ee tag Mesos tee eetsa ogee oe ose 1 2 > sa 5 
39. Does your work team work together effectively’ ............c.:.sscsoverssoosessoneessevevensesscesussunenevent ine Semen 
40. Oo you have the matenais and supplies you need to do YOU. WOKK? 2.0.0... ececeteceeee eeeenee 1 2 3 4 =: 
41. Ase written procedures available to help get the OD GONE? ..............e.ceeersseeeeecseeeneeereeneees 1 2 3 4 = 5 
42. Is someone readily available to help you when a problem OCCUIS? .............ceeceeeeeeeee screeners 1 2 3 el 
43. Do you know what you have to do Of] yOUM POUT 27.2.-.50-.-0..s.ceseecoennncnons -etenssneestleitnsuerreneisens 1 2.0. 4a 5 
44. Do you know exactly what ts expected of YOU ON YOUF JOD? ..........ccccecceescecssceeesoesessseenssennes 1 2 3 4 5 
45. Arerthe tasks on your job clearly defined? <25....cc25c2-2ccesscss-s-spagusssseso>-----oseemenet eee 1 2 3 4 § 
46. Do you understand what your supervisor expects Of YOU?. ......ccsesseceecsesssseessseseecseeseesees im 2 3% Sm 5 
47. Are people rewarded for high Quality WOK? ...........cscsscecseccesessssseecsssseceesce cesses sesessseseseescecs 1 227 3) ams 
48) Are people paid fairty for the work they do? 7......cesesus essences veccereee eee 1 Z S| 4 5 
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ismere Quick GlCs: ~ (> “oi Disend.no pencr ence? 

Ooes the 222% Cf r°-or3ton you receve ne'p you Jo your oO weil? 
Oo yOuresene rich = ©7 at tre ficnt time to hei ou do your job wes" 
Do you recenve encusn .’crmation to do your joo well?. .. 

Oo you have to derenc cn co: workers who are not weiltranea? . 

Do you have to follow ocilicies and procedures tha! are wrong? . ...... 

Do your work surroundings get in the way of doing your job? .............. 


Do you have protiems getting the information you need to do your job 


OO a ree ea icivily Sakae consuls cases ckwadeews.eaummmneentics nn. ou cdeanaeeme man eee 
Are you given enough ume to complete your WOK? 00.0... eee ceecee sees ecneeeeee ss 
Do you have too much work for one PESON 10 dO? uo. eeseeccceeereeessereeeeeeeeees 


Are you requued to do more than one thing at & UM? cece cece ee ceneeeeeees 


Are you given extra work without regard to the work you already have to 


SOT coc aace woveeezeseeezes Oe POSES SECO HOE ESO E HEE OEE OS OE CHS OOOH OHO SESS OOOTTETHS OS SOO CHEE SHEET ERED EHO SO HESEH OHH SEE ESO OES 
Do you understand how your job fits in with other jobs in the organizauon? 


Do you understand how your work contributes to the orgaruzation’s 


Ase the results of your work likely to affect the lives of other poople?...............:5 
Ase a lot of other people affected by how well your work gets GONE? ..... cc ceeeeeeseteeceeee 
Dory out Selithtan your job tS SiQMMICAMU? tr sacscseecere-cescrersestesecheenesssvoosesceennsessasuosecens 
Can you influence the decisions that affect your WOrK LEAN? 00... cceeeececenreeeceeeeerseneesen ees 
Can you influence your SUPerViSOr’s GACISIONS? .........ceccseesereeesesnreerececeseceeseeeaeees 
Does your supernsor accept your ideas and SUQGESUOMS? oo... ccc cecceseeeeseeeenees 


Ase you free to decide Now 10 dO VOUS JOD? ................sccssesecossennoonsccosooneers 
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i plan on actively looking for a new joo in the NEX1 yeas... eee eee ore 
l ofien think about Quitting), ...:.csscicwccskssdewsscsccecnnaseeeperntereetee ater res baeststeeec etc. «ssccut nee 1 
| will probably look for a new job in the Next yeat. ........ccccosscoscccrsescorsrnssscceeeeassssssonscenesseses 1 
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This next secuon contains tems concemed with the implementation of TOL in your organation. 


To What Extent... 


UB ke 


78. 


85. 


87. 


89. 


Not 
At 
AS 


Are the servor leaders of this hme committed to Dein Si 


Quality products or services? .. 
Do our semor leaders regularly review the quality of the organization's 


De our senior leaders in this organization set examples of quality 


POHOMNMCE? i2iiiics.cossscsnsessvesspaseses sastyiteseasiiMlliwesscseseters Piatt teseicuesscassuccusessssctes ce 1 
Does thes organization have a long-term quality fOCUS?......... eect eesteeeeeeeseees 
ls quafty mprovement seen as just another organizational program ?...............0 1 
is TOL wncorporated into the overall organizational strategy? .......ccecccccccsesseereesees 


Are TOL activities consistent with the long term goals of the organiaton? 


Do you understand the needs of this organization's external customers? ............. 


Does the organization focus on meeting the needs of external customers?.......... 


Does management try to plan ahead for changes in external customer 
COQUINB ITI? a5 BRN. cccnsdeesn na0cstetencocwasonssuscanesce cocevereesaceereeeneatreseescnoee= 


Has management clearty identified its extemal customers to you?............ 
Do you understand the needs of your internal CUStOMESS? .........ecesereeeees 


Do you befeve you are meeting the needs of your intemal customers? ............... 1 


Do you plan ahead for changes In internal customer requirements?........... 
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Very Dont 
Large Know 
Extent 
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113. 


114. 


Be CUEMICcTN a" : Pees 
SVS MAN ASe Vent 2-5 ee 6 17S he Quanity! externa! suopuers 
PrOGUCIS CI SE(ViCES? ass . 


3s Management ce’ ned the ou2a ty recuirements that external suppliers 
must meet? 


~ 


Oces management communicate the crgamization s Quality requiremer's 13 
PKIETMAl SUDDUCIS 2 co... ocececciccscars case. coceesiidavsscose 


is management working towara fewer external suppliers? 


Is the quality of internal suppliers’ products or services Monitored? ...... eee 
Have quanty requirements been defined for your internal suppliers? .................... 


Have quaiitty requirements been communicated to your internal suppliers? ....... 


Do you believe your quality requirements are being met by intemal 


. 00 you use any of the seven basic graphical tools to help improve 


processes (run chart, histogram, pareto chart. flow diagram, cause and 


effect diagram, Scatter diagram, CONtrol Chast)? .....sssssccsersreceeeeseeesesesceceeeees 1 
Oo you coflect process data?................ scat eet ee ossayns Beeeo ren tcerernstteeetetet use ceckissigedeacens 1 
Have you developed process Measures? .............0008 Pee eaten cee ca ddoceeeee eens 1 
Does your work team apply process improvement methods to critical 

BS elt Co eerste re res sap rttttr tas cass acecoises aces versie debe sovescanasanar aubsceansieseeiss 1 
Ooes our Reiss lee appraisal system create barners to taking pnde in 
VAIRETNGADIS IND Cope re vin veradciccsciinssssessvsedecseeecs osveveesseeed¥l oR en 1 
Can you tefl when you Nave done a gO0d JOD? ...........ceseceescesssseersssereseseeessecseeeseees 1 
Ase you forced to use equipment or materials that mill produce poor-quality 
A ee rr eae os os vcs nccscessocssesesdscdessecssens-s0ue¥aNicsoennosdi¥iiheses'easscoveseossseesies 1 
Are there barners here that prevemt you from taking pnde in your work?........... 1 


Do work teams in your department/directorate understand each other goais 


EAU iea MOLI 5s setae ie ds eaves ;ecuisscunenescn deusucauesvasedesaesnseassvesoeuanes<ensseesuepaseasarvs 


Oo work teams in your department/diectorate work together to achieve 


OMG BNOUINETS GOAIS AND ODjE CHIVES? ............ccrcrccccecrccresssssesssscseesressescesscascsseoes 


Do work teams in your department/directorate understand one another's 


PEG INCRMS AMONG MNICUILICS 2 AMM ,.22. 52. scccescracasesesarsaceeeceeveseacssseracadvvssscdsoncacdaeesee: 
Oo work teams in your departmenvdirectorate get along with one another?......... 


Oo peopie in your department/directorate understand the goals and 


objectives of other departments/directorates?......... FEA EEC oe eer 


Do people in your depariment/directorate work with people in other 


departments/directorates to achieve one another's goats and objectives? ........ 


Oo people in your depanment/directorate understand the problems and 


difficuties of people in other departments/directOrateS? oo... cceecewec ees cceeceeeeees 
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2 ene Gre Weenie "20" SecacrT ens 21s a ase Z z : = 
116° CO you Ghe"s'2>S Cesc 92 eee ct eee eT i e 3 c 5 > 
117 Co you understanad TCL weil enough to use @t inyourjoo?. ... ws. 1 2 3 a 5 4 
118 Co you understand TCL veil enough to improve your work processes? : re 2 “ < 7 


The following questons ask about your experience in specific TOL roles. Please indicate nf you have served in the 


following TOL related roles during the last year in this organzation. Choose "1° for No. °2* for yes. ana ‘O° .f do not have 
enough information to answer the question. 





Yes No Dont 


Know 
119. Have you served as a member of a Process ACHON Team? ..00........ccecsceeeececeeecesseeesnessneceee 1 2 0 
120. Have you served as a member of a Quality Management Boasd?.............cccceccceecceeseseseaees ime (OO 
121. Have you served as a member of the Executive Steenng Committee? oo... ce cceee coe eeee 1 2 0 
122. Have you served as a TOL team advisor/faciRator? .........s..sccccccecsreecsecessscssssssssessecssssesees a 2 nO 


The foflowing questions ask about your exposure to OON's TQL training courses. Please cwcle the number that best 
descndes how heipful you found the training. 


Havent Not Sfightly Moderately Very Extremely 
Attended Helpful Helpful Helpful Helpful Helpful 


123. TOL Onentation Briefing by Senior Leader ...............0 1 2 3} 4 5 
124. Introduction to TOL (1-Day)... scccccesesseresersemeeeees O 1 2 3 4 5 
125. Fundamentals of TOL (3-Day) cee eee eeereeeee 0 1 2 3 4 = 
126. Implementing TOL... ee 0 1 2 S 4 5 
127. Basic Quanttatrve Methods and Tools for 

Process IMPLOVEMENt ..........c ccc ceeccecccceesseessscceseesesens 0 1 2 3 4 5 
128. Team Stulls and Concepts for TQ... seeseeenereres 0 1 2 3 4 5 
129. Methods for Managing Quality ............eeeeceeeeceeeeeeee 0 1 2 3 4 5 
130. Suategic Planning for Quality .............cecceseecceseneeeees 0 1 2 3 4 5 
131. Advanced Quantitatrve Methods and Tools 

for Process IMPFOVE MENT .......cc.. cece cece cosceeseeeeeeeees 0 1 2 3 4 5 

None Less than 1-3 3-7 1-2 More than 


1 day days days weeks 2 weeks 


132. How much TOL training have you recerved 
IN ClASSES NOL MISLED ADOVE? oes cesseccenteeerceeceeeeeceee O 1 2 3 4 ) 


84 


To Vwhat Extent 


133. Does military management :n this organization want to imolemem TCL? 
124 Does cilian management in this organization want to imoiement TOL?... 
iso mOOes your SuceryiSOn want (O1MpleMenmt TOL? ..cc.cicice.. ovcess ones ssceenmnennnomsonannen ae 1 
136. Co your co-workers want to impiement TQL? ....... eee 
TS OV UW Ale COMPLE NNe ie DCE? ooo... ..o.scanassesensooesesseececstoccsssrsncesancdedaeuanensnsanence 
te) a ANN Ce (OAS COGUCUIVITY (2 .ccccssssassdesnccccwecsscanaconnsesvonacoowsonsecenas tvesestasensseuet 
id mn Orch aM CET WIECH © GUANO occ. ccs <éssedsvcsianwncousatcosssssaadsaseanussiauccvevisees essecguedeeeenaessaters 
1407 Can Tek mprove technical capabilities? .............crssseiescunscescesessstesesonsscasaesowsevensee 
141. Can TQL improve the organization's reputation? ............cesseseeeesessessestreeeseceseeeens 
142. Oo you fear the changes that may resutt from TOL implementation? ...............06 
143. Do you fear crticism from others in the organization f you use TOL 

Ene Esa es fat tte ar gee esto 92S o cue dr clvenciceduresasbactoschoeasucalsdscnsossnuch cnsececetaunanee 
144. Do you fear that applying TOL principles wil lead you to make incorect 

INS is HRS Mee ese eee coat c ei 2s scccctee ese ctccerunscavednaxtenrdnencawasavsbsdbsaauelledenslessss 002 veneers 
145. Do you fear that you may anger others f you use TOL methods?.............::ccceeee 
146. Does your supemisor practice TOL Methods? .........cscsceseecesesssersreree sense seseeenene ees 
147. Ooes your supervisor assist you in performing quality improvement 

Sao Megane eee 8c ca soa cre bancesaees sa cieanssasactesenraeadcescnsleososiacateeieoweeteierace 
148. Are your efforts toward implementing TOL considered dunng performance 

else acd mm eee ee oahcs 422 chee auaed cp cuaicanesis eon etnnes ess eceres Sanevesa’ oosceahoo si mikcmuaen 1 
149. Do the organization's policies and procedures fit with the objectives of 

ETUC (Oyen eek es te Stet <aasvs vsbons cde ce'abovas +n. cu se ammemmetneee Peep dae tesa eL SNC RCE cot yay 
150. Does your supemisor gre you enough time to perform quality improvement 

lah Baa eT Sere se Pye cise sakes ous esducshaieaadoosiiveteieesieissnvass nicunaesess aReeeinaeeaam 
151. Oo you think TQL will work wn this OFGaNniZAatION? ......... cceceseeereeceteeeeteseenserteeeeesnes 
152. Does this Organization need to IMprove QUAIMtY? ..........cccceeceresrereeerereeeeeeeeeceseecees 
163. is the TOL philosophy consistent with what people believe an this 


BM AMIE DOM Oe ee acre Thee 154.2025 0:0 Scsicsaswcesanaees cuadseae cast ecdeasoiesenkvuguecneenesiees cteWateersasusedeas 1 
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responses in this or any other part of the survey. 





164 ae" aViS-veUr Sox 


Male 2. Female 


155. What is your hiqnest education level? 
1. Less than 9th grade level 
. Some high school 
. High school diploma or GED 
. VocationaViechnical training 


. Graduated from coflege (Bachelor's Degree) 
. Some graduate school 


e 
3 
4 
5. Some college 
6 
7 
8. Graduate or professional degree (e.g. MBAMA/PhD) 


156. What is your present age? 


1. Under 21 4. 31-35 7, 46-50 
2. 21-25 5. 36-40 8. 51-5 
3. 26-30 6. 41-45 9. Over 55 


157. What ts your current level of responsibility? 
1. Non-supervisor 
2. First-line supervisor 
3. Mid-level supermsor/manager 


4. Top management (CO, and mangers reporting to CO} 


‘$8. What is your employment status? 
1. Cmilian: Carees/career condbonal! 
Civilian: Temporary 
Civilian: Contractor 
. Military: Active duty 
. Miltary: Reserve 
Cther 


On - wn 


86 


rs ast section ct t-evq _seticrrs -6 42-6 cbes:Ors iia: e[enee com eene Olticn Giese 
afnison wiih cther emolcyee groups Please 
circie the number cf the correct resoonse. No attempt will be made to Identify your Individual 





APPENDIX B 


Breakdown of Personnel at MCLB, Albany 


by Percent/Number 


Non - First Line 
Supervisor Supervisor 
Logistics Operations .797/1976 .180/447 
Contracts .662/57 pogo / 24 
EDLO Operations .740/88 1 OE FONE 
his) eee 4a J: .196/103 
IRMD .683/209 .281/86 
MAINT .843/994 .138/163 
S&DD me Oy Zea 167 / 44 
Comptroller 
EDFM .739/88 PAT OE 
Base Operations .787/699 .184/163 
F&S £20) 9/7) Qs .182/62 
HOBN $3277 2350 .144/40 
HRO hse 24) 22/8 
MWR .605/26 .326/14 
Special Staff Be Dea .205/39 
Ota li .792/2763 .183/637 
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Logistics Operations 


Cone races 

EDLO Operations 
Je SB. 

IRMD 

MAINT 


S&DD 


Comptroller 


EDFM 


Base Operations 


F&S 
HOBN 
HRO 
MWR 


Special »Sta£tt 


Middle 


Management 


.019/49 
.047/4 
Od fez 
Gals / a0 
mOVAW As 
(O17 y 20 


ab 5) 


ROL Te 
OC Us 
pees) 3 
nO 2276 
.00/0 
.069/3 
.032/6 


mOMLO ee 


88 


Top 


Management 


ROO ay leak 
A Oh al 
Oey a2 
.004/2 
201073 
- 00272 


.004/1 


Olly 2 
nooo, 3 
20037. 
POOcy 2 
OBS a. 
.00/0 

.021/4 


.006/21 


LGteark 


.711/2480 


.034/86 


0467 iar 


2127 S26 


1123/2306 


.475/ Va 


106/264 


503.47 ime 
.255/see8 
384/341 


isle 2re 


.041/36 


.048/43 


214/190 


1.0/3487 


APPENDIX C 


RAW DATA BY QUESTION AND FREQUENCY ANSWERED 


Frequency Answered 


Question Ae Zz a 4 is) Q 
dk 2 16S oe | 4°] fie ak ale 
Z 5) iL, Sal spl BS, 2 
3 eZ 18 64 55 44 a 
- 6 18 57 66 45 8 
2 ins, ENS) 54 55 45 8 
6 La ORM 74 64 ZG 4 
y lee Zo oo 53 24 WS) 
8 44 Al 64 29 5 1 
9 al 48 60 24 43 4 
10 rae | 47 60 20) 34 2 
Teal iG) 61 47 AO 20 2 
Ik 40 64 snl JAG digas 8 
ae * 6 35 aye IB all 
14 ey i> Sn) 56 56 als 
i 5) iS 40 a2 O22 
16 10 wi oak 49 a 0 
18 DG 4°] eae: a, IS) 6 
IES, 36 25 56 24 IL, 3) 
1 = NOT AT ALL a= OMEe EEN 5 = VERY LARGE EXTENT 


89 


Frequency Answered 


Question pls Z a 4 5 ie) 
20 Za 46 Te oz 22 5 
aa 30 46 72 38 10 2 
22 2 Za 68 ay 39 PA 
Z3 ake Ze 50 BS) 24 ee 
24 13 Bak 99 a2 9 Iu 
Ae) ilps) ENS, 54 52 4‘7 2 
26 1g 41 68 47 Ze 4 
27 28 54 BS a5 aq 9 
28 28 ENS) 46 e)te: 61 2 
Frequency Answered 

Question Be zZ a 4 is} 

29 Tae 20 65 55 49 

cre 10 a 49 46 We 

al Sal 41 58 20 20 

32 10 Bye 63 50 44 

29 8 ZS 47 57 63 

34 e@ a0 50 54 56 

35 Pal 38 63 41 Be 

1 = NOT AT ALL C10) lms op. a a 5 = VERY LARGE EXTENT 


90 


Frequency Answered 


Question JE 2 a cs = 
36 ES 26 oye 60 ez 
oy 6 38 68 54 24 
38 29 30 58 44 39 
Sg, a 19 69 Si) 49 
40 IRS, 35 54 58 ois 
41 25 2) 3 5g) 41 42 
42 dS Pues 59 NS) 4‘7] 
43 4 5 24 ao 108 
ea 6 14 Zo 50 Lod 
45 de ils 48 56 65 
46 wh ily 40 be 84 
477 a3 45 64 36 Ze 
48 43 40 53 BS 28 
49 34 35 76 oy iis 
50 40 BO 63 Za, 20 
seb eat 25 OM SZ Zo 
a ey 47 94 a2 10 
5S IS, 40 82 S10; iS 
54 48 58 42 65) ys 
55 50, 51S, 6 1 20 10 
56 78 45 40 ZA I6 
1 = NOT AT ALL 3 = SOME EXTENT 5 = VERY LARGE EXTENT 


oA. 


Frequency Answered 


Question Be Ze 3 4 5 
>) £8 63 60 28 10 
58 ey 28 69 Sw 34 
oe 55 o5 53 a1 26 
60 alle: 6 49 47 gis 
61 24 ag a3 45 46 
62 9 S) 36 55 91 
63 7 9 30 42 Ti 
64 14 a 26 38 eS 
65 5 8 34 43 IEG, 
66 5 i; 23 42 HZ 3 
67 ie} 12, foal SS 45 
68 28 43 WP. 39 18 
69 14 25 74 49 28 
70 ag aa aks =o 45 
1 = NOT AT ALL 3 = SOME EXTENT 5 = VERY LARGE EXTENT 


eZ 


Frequency Answered 


Question al 2 ei a S 
vo LIE ee 37 60 69 
v2 106 48 ae 14 10 
a3 LZ 14 BA oh, 85 
74 LOO PZ 29 16 34 
75 ab Paes eee cliles 20 19 14 
76 OG aes 20 BL 35 
1 = STRONGLY DISAGREE 3 = NEITHER AGREE OR DISAGREE 


5 = STRONGLY AGREE 


Frequency Answered 


Question ale 2 Bh 4 ey it) 
7! 8 eZ 42 55 68 se 
78 7 20 44 50 43 5) 
US, Ie 18 SG 5a a7 ay), 
80 9 i, 41 43 69 31 
81 Za 30 58 ay 30 18 
82 6 28 50 3 45 18 
83 a alee, Be 49 44 Sy ab 
84 8 8 34 50) 3, JL 9 
85 5 i eG 60 85 7 
86 abit 7 5a: S18, a7. 34 
87 21 7 4‘] 41 68 6 
1 = NOT AT ALL 3 = SOME EXTENT 5 = VERY LARGE EXTENT 


gis 


Frequency Answered 


Question 1 iz Si 4 = iC) 

88 2 10 aye 49 86 ¢i 

89 5 6 oo 61 a IZ 
90 8 16 58 62 44 az. 
91 10 8 36 41 95 10 
a2 10 ies 54 50 a2 ag 
ea 14 Lak ae ac 24 te 
94 10 rs Sc 43 24 a 
g5 Dee 24 AS) de] 8 oS) 
96 4 18 65 9 28 46 
oe 6 aE) SIS 4°] 22 Syl 
98 7 15 61 41 Pag Bie 
eo aS 20 68 49 16 BV 
100 69 INS. 25 ee ZS 16 
ilgaal 68 23 B5 on 34 aks) 

1 = NOT AT ALL 3 = SOME EXTENT 5 = VERY LARGE EXTENT 


94 


Frequency Answered 


Question as Za 2 4 5 ie} 
102 64 24 46 Ze Ze IG) 
OI a5 28 57 35 ae 10 
104 36 24 40 25 a 10 
OS i 9 24 43 iG 
106 68 a5 4‘7 Zo 20 3 
107 54 46 44 os 20 2 
108 aes 23 80 45 30 alae 
LOS = 38 70 44 34 2 
1b 6, S) 49 US oS. Zale tds 
ea 4 DAD) TS 5S; 34 5 
ae, 8 37 78 41 Ze, 14 
db 5 a3 63 54 a2 3 
114 + 49 FAO, 47 14 iG 
i Bia 6 LD fae 62 2 14 
IE aS; 0 alae 44 61 iS al 
ele qwZ, 19 36 63 68 2 
Tabs) Pal cs 43 58 68 2 
1 = NOT AT ALL 3° = SOME EAUVENT 5 = VERY LARGE EXTENT 


oS, 


Frequency Answered 


Question al, 2 0 
LES 62 So 2 
20 i), We2 1 
eal 2 oo 0 
L22 18 182 0 
1 = YES 2 re OF= DONT KNCW 


Frequency Answered 


Question Q aks Oo, 3 4 5} 
le 60 8 30 49 44 S 
124 45 0 cee 54 50 16 
dla) joy Reape 8 ales el 6 
26 O65. 27 32 24 5 
Ieee, 141 1 ny) 26 to 4 
128 23. 2 17 5 25 6 
129 ESO 2 RR, 18 lez S 
i3:0 1S Se 2 14 At is 5 
3a 154 1 14 18 8 5 


O = HAVEN’T ATTENDED 1 = NOT HELPFUL 2 = SEPGHILY HELE at 
3 = MODERATELY HELPFUL 4 = VERY HELPFUL 


5 = EXTREMELY HELPFUL 


96 


Question 


eZ 


© 
Hf 


NONE 


Peco: 7 DAYS 


Question 
IES) 
134 
35 
36 
WS 
138 
139 
140 
141 
142 
143 
144 
145 
146 
147 
148 


1 = NOT AT ALL 


i— eos Tea DAY 


4 = 1- 2 WEEKS 


lr? 


27 


ee 


iS 9 


TOD 


Ze 


Sy 


5) 


3 = SOME EXTENT 


oa/ 


Frequency Answered 


> 
17, 
Pal 
ae 
20 


a8, 


iZ 


20 
24 
28 
29 
Bue 
42 


Ih 


5 = 


3 


40 


41 


40 


64 


ae 


34 


Sl 


S33 


eo 


26 


ine 


16 


ZS 


58 


Se 


a 


4 
26 
31 
41 
53 
43 
47 
46 
44 
52 
14 
diz 
5 

14 
eu 
24 


14 


MORE THAN 2 


5 
67 
66 
65 
42 
Oe 
go 
oo 
50 


gos 


om 
50 


io 


ie 


DAYS 


WEEKS 


Io 


44 


33 


20 


16 


7 


16 


ae 


dy 


Ibe 


eal 


Le 


IL{0 


JERE 


ne 


9 


5g 


5 = VERY LARGE EXTENT 


Frequency Answered 


Question 1 OR 2 4 SI 0 
149 14 19 ots, 49 ee a6 
15/0 25 wg) 63 46 2A IL 
BBS IL aes ales sie 42 75 an, 
IS} 6 17 45 44 80 8 
153 us 29 67 36 a6 Lg) 

1 = NOT AT ALL 3 = SOME EATENDT 5 = VERY LARGE EXTENT 
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A 
PS 
H 
zB 
[x] 
Ay 
Oy 
eG 





GENERAL ORGANIZATIONAL CLIMATE 


Organizatlonal se 3.52. 


Effective Decislo 
Making 





Interpersonal Conflict 2.72 


Focus Toward Hig 
Performance 


Organizational 
Vitality 


Trust In Managemen 
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GENERAL ORGANIZATIONAL CLIMATE 


Scalas/Itams 


Organizational Clarity 


1 Are tha Organizations Goats Clear to You? 


2 Do you think organizational goals ara usad 


to make day-to-day work dacislona? 


3 Do you think thera are thorough plens 


for achieving orgenizetlonal goals? 


4 Do you think there is formal planning for 


achlavament of orgenizational goals? 


3.425 


3.4 


3.51 


SD 


1.173 


1.1932 


1.284 


1.244 


N 


200 


200 


200 


200 


Organizational Clarity 


oS 


2.5 


3.5 


4.0 


4.5 


2.5 


6.0 


3.0 


dS) 


9.5 


9.0 


9.0 


28.5 


40.5 


32.0 


28.5 


23.5 


25.5 


275 


33.0 


35.5 


19.5 


22.0 


22.5 


100 


ORGANIZATIONAL CLARITY 


Scale 


Organizational Clarity 


Employee Level 


Breakout 


Total Sample 

Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
3.52 
Aled 
4.00 
Shiro! 
3.50 


SD 
0.90 
0.53 
0.84 
0.89 
0.90 


36 
158 


Oya 


GENERAL ORGANIZATIONAL CLIMATE 


Effective Decision Making 


Scales/ltems Mean SD N 0 1 2 3 4 5 
Effective Decision Making 


5 Does the current reporting Structure provide 


you with the information you 


need to make good decisions? 3.27 i223 200 =s«'1.0 9.5 14.5 27.0 32.5 15:5 


6 Do Information systems provide you with 
useful Information that you need 


for making good declislons? 3.305 tli22 200 2.0 3.5 10.5 37.0 32.0 13.0 


7 Are decisions In this organization 


based on adequate information? 2.99 EST 200 4.0 30 90 28.5 33.0 225 


8 Are the decisions made at the lowest 


appropriate level? 2.395 1.280 200 65 22.0 20.5 32.0 14.5 4.5 


OZ 


EFFECTIVE DECISION MAKING 


Scale 





Effective Decision Making 


Employee Level 





Breakout Mean 
Total Sample  §=—S——2.99. 
Top Management 3.75 
Mid Management 4.50 
First Line Sup. 3.19 


Non-supervisor 2.90 


SD 


0.95 


0.00 
0.35 
0.78 
0.96 


36 
158 


LOI 


GENERAL ORGANIZATIONAL CLIMATE 


Interpersonal Conflict 


Scales/Items Mean SD N 0 1 A 3 4 5 


Interpersonal Conflict 


9 Is there friction between people In your 


department and those In other 


departments? 3.04 1.352 200 382.0 10.5 24.0 30.0 12.0 21.5 


10 Is there conflict between 


supervisors and workers? 2.955 1.304 200 -~—s «1.0 19.5 23.5 30.0 15.0 17.0 


11 Is there conflict among 


your coworkers? 2.465 1.272 200 -~—=—s: 1.0 25.0 30.5 23-5 10.0 10.0 


12 Is there frictlon between people In 


your work team and those In 


other work teams? 2.42 1.25 200 §=64.0 20.0 32.0 eo.0 11.0 75 
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INTERPERSONAL CONFLICT 


Scale 


Interpersonal Conflict 


Employee Level 


Breakout 





| Total Sample 


Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 





Mean 
2.72 
213 
2.69 
2.63 
2S 


moe 
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GENERAL ORGANIZATIONAL CLIMATE 


Focus Toward High Performance 


Scales/Items Mean SD N 0 1 2 3 4 5 
Focus Toward High Performance 

13 Are you expected to meet demands for 

high levels of performance? 4.195 1.016 200 05 2.0 20 17.5 26.0 51.0 
14 Are the goals that you 

are given challenging? 3.60 1.244 200 +05 6.5 79 26.5 28.0 29.0 
15 Are you encouraged to give 

your best work effort? 3.985 1.258 200 10 45 7.5 20.0 16.0 51.0 


16 Are high standards of 
efficlency emphasized? 3.84 1.242 200 0.0 5.0 13.5 15,5 24.5 41.5 
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FOCUS TOWARD HIGH PERFORMANCE 


Scale 


Focus Toward 
High Performance 


Employee Level 


Breakout 


Total Sample _ 
Top Management 
Mid Management 
First Line Sup. 
Non-supervisor 





Mean SD 
3.91 0.90 
463 0.53 

463 0.48 

3.99 0.79 

3.86 0.93 


200 


36 
159 


07 


GENERAL ORGANIZATIONAL CLIMATE 


Support For Improvement 


Scales/ltems 


Support For Improvement 


17 Does your supervisor encourage Ideas 
and suggestions about better 


ways to do the work? 


18 Does management follow UP on 


suggestions for improvement? 


19 Does management reward employees 
who make improvements in the 


way the work is done? 


20 Does management encourage 


creative solutions to work problems? 


3.285 


2.825 


2.525 


2.875 


1.354 


1.184 


1.315 


1.219 


200 


200 


200 


200 


0.5 


3.0 


5.0 


2.5 


12.0 


11.0 


18.0 


10.5 


17.0 


21.0 


27.5 


23.0 


24.5 


38.5 


28.0 


36.5 


21.0 


18.5 


12.0 


16.0 


25.0 


8.0 


9.5 
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SUPPORT FOR IMPROVEMENT 


Scale 


Support For Improvement 





Employee Level 


Breakout 

Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 


2.88 


4.63 
Soe 
alia 
2.78 


SD 
0.98 
0.53 
1.30 
0.91 
O95 


36 
158 


ILO, 


GENERAL ORGANIZATIONAL CLIMATE 


Organizational Vitality 


Scales/Items Mean SD N 0 


Organizational Vitality 


21 Does management take actlon quickly 
enough when new opportunitles 
could help the organization? 2.60 1.203 200 4.5 


22 Is this organization a leader 
when compared to similar organizations? 3.005 1.535 200s 11.5 


23 Does this organization adapt well 
to changes In funding levels? 2.750 1.637 200 =: 18.0 


24 Are management Decisions 
innovative? 2.725 1.186 200 8.0 


15.0 


6.00 


6.00 


6.5 


23.0 


10.5 


11.0 


15.5 


36.0 


34.0 


25.0 


49.5 


185 


18.5 


28.0 


16.0 


5.0 


19.5 


12.0 


45 


ily 8 


ORGANIZATIONAL VITALITY 


Scale 





Organizational Vitality 


Employee Level 


Breakout 

| Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 





SD N 

1.01 200 
0.88 2 
1.05 4 
0.95 36 
1.00 158 


jhanak 


GENERAL ORGANIZATIONAL CLIMATE 


Trust In Management 


Scales/items Mean SD N 0 1 2 3 4 5 


Trust In Management 


25 Does management treat you 


with respect? 3.39 evo 200° 1.5 7.9 = 14.9 2 ec, 0 weer o 


26 Does management follow leader 


through on its commitments? 3.03 1.194 200 2.0 6.5" 20.5 94,0 2355901125 
27 Do employees trust management? 2.45 1.214 200 4.5 19:5. 27.0" 26°05 7.S 29 


28 Do you trust your supervisor? 3.365 1.436 200 1.0 14.0 12.5 23.0 19.0 30.5 


eteZ 


TRUST IN MANAGEMENT 


Employee Level 


Breakout 

Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
3.06 
4.88 
3.88 
3.28 


2.30 


SD 
1.05 
0.18 
1.09 
0.93 


1.06 


N 
200 


36 
158 


US 


WORK TEAM FUNCTIONING 


Team Cohesion 
Team Goal Clarity 


Team Effectiveness 





bs be 22 lS. 2: See eee SS ee eee 
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WORK TEAM FUNCTIONING 


Team Cohesion 


Scaies/items 


Team Cohesion 


29 Are you Satisfied with the effort 


of others on your work team? 


30 Do you feel you are reaily 


part of your work team? 


31 Are there feeling among members of your 


work team which tend to puil the team apart? 


32 Do you look forward to being with the 


members of your work team? 


Mean 





3.555 


3.705 


2.635(3.365) 


3.425 


1.128 


1.210 


1.285 


1.149 


N 


200 


200 


200 


200 


5.5 


5.0 


25.5 


5.0 


10.0 


12.5 


20.5 


16.5 


32.5 


24.5 


29.0 


31.5 


27.5 


23.0 


15.0 


25.0 


24.5 


35.0 


10.0 


22.0 


ig Wy 


TEAM COHESION 


Employee Level 


Scale 


Team Cohesion 


Breakout 

Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


0.65 


0.18 
0.55 
0.56 
0.67 


36 
158 
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WORK TEAM FUNCTIONING 


Team Goal Clarity 


Scales/items Mean 


Team Goal Clarity 


33 Does your work team know 


exactly what It has to do? 3.710 


34 Does each member of your work team have 


a clear idea of the team's goals? 3.580 


35 Does your supervisor clearly communicate 


team goals and priorities to team members? 3.175 


SD 


1.164 


1.188 


1.238 


200 


200 


200 


4.0 


§.0 


10.5 





2 3 

12.5 23.5 
15.0 25.0 
19.0 31.6 


28.5 


27.0 


20.5 


35 


28.0 


18.5 


a) 


TEAM GOAL CLARITY 


Scale 


Team Goal Clarity 


Employee Level 


Breakout Mean 


Total Sample | 3.49 
Top Management 4.67 
Mid Management 4.00 
First Line Sup. 3.48 


Non-supervisor 3.46 


SD 


1.03 


0.00 
0.82 
0.93 
1.05 


36 
158 


like: 


WORK TEAM FUNCTIONING 


Team Effectiveness 


Scales/items 


Team Effectiveness 


36 Does your work team have 


efficlent work methods? 


37 Is the work team organized In the best 


way to accomplish Its dutles? 


38 Is the workload distributed effectively 


among members of your work team? 


39 Does your work team work 


together effectively? 


Mean 


3.340 


3.160 


3.170 


3.605 


SO 


1.123 


1.114 


1.308 


1.065 


200 


200 


200 


200 


7.5 


8.0 


14.5 


3.5 


13.0 


19.0 


15.0 


9.5 


3 


33.5 


34.0 


29.0 


34.5 


4 


30.0 


27.0 


22.0 


28.0 


16.0 


12.0 


19.5 


24.5 


iE) 


TEAM EFFECTIVENESS 


Scale 


Team Effectiveness 


Employee Level 


Breakout 

Total Sample 

Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
3.32 
4.25 
3.88 
3.52 
3.25 


36 
158 


120 


JOB CHARACTERISTICS 


Role Clarity | 4.02 


cBRgagarease EE 2 


Efficient Job Design iE 3.35 > 
| | | 


Information Adequacy 
Coase 

Work Pressure | m 3.11 

OM RESHRAT CAT im : 4.13 


Task Significance 


Level of Fe nent 





3.09 





| 
2.44 ! 
{ 








| 
| 
{ 2 3 4 


Lene 


6 


JOB CHARACTERISTICS 


Efficient Job Design 





Scales/Itams Mean 


Efficient Job Design 


40 Do you have the meterials and 


supplies you need to do your work? 3.345 


41 Are written Procedures eveilable 


to help you get the job done? 3.210 


42 Is someone readily eveileble to 


help you when a problem occurs? 3.485 





SD N 1 2 3 4 5 


1.189 200 75 17.5 27.0 29.0 19.0 


1.294 200 210 16.5 29.5 20.5 21.0 


1.186 200 7.55 ales 29.5 28.0 23.5 


nee, 


EFFICIENT JOB DESIGN 





Scale 


Efficient Job Design 


Employee Level 


Breakout 


Total Sample 


Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
3.35 
3.83 
3.67 
3.37 


3.33 





SD 
0.96 
0.24 
0.90 
0.97 
0.96 


200 


36 
158 


Zs 


JOB CHARACTERISTICS 


Role Clarity 


Scales/Items 


Role Clarity 


43 Do you know what you have to 


do on your job? 


44 Do you know exactly what Is 


expected of you on your Job? 


45 Are the tasks on your Job 
clearly defined? 


46 Do you understand what your 


supervisor expects of you? 





Mean SD 

4.310 0.921 
4.130 1.09 
3.715 1.188 
3.945 ila ko 


200 


200 


200 


200 


2.0 


3.0 


6.0 


3.5 


20 


710) 


9.5 


8.5 


12.0 


14.5 


24.0 


20.0 


29,5 


25.0 


28.0 


26.0 


54.0 


90.5 


32.5 


42.0 


124 


Scale 


Role Clarity 


ROLE CLARITY 


Employee Level 


Breakout 


Total Sample 7 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
4.02 
5.00 
4.25 
4.03 
4.01 


SD 


0.93 


0.00 
0.65 
0.93 
0.93 


36 
158 
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JOB CHARACTERISTICS 


Performance Contingencies 


Scales/ltems 





Performance Contingencies 


47 Are people rewarded for high 


quality work? 


48 Are people paid fairly for the 
work they do? 


49 Do you recelve credit from 


management when you do a good job? 


50 Is there quick recognition for 


outstanding performance? 


2.845 


2.830 


2.850 


2.685 


1.22 


1.334 


1.177 


1.222 


200 


200 


200 


200 


18.5 


21.5 


17.0 


200 


22.5 


20.0 


123 


25.0 


32.0 


28.5 


38.0 


31.5 


4 § 

18.0 11.0 
18.0 14.0 
18.5 9.0 
URS) 10.0 


126 


PERFORMANCE CONTINGENCIES 


Scale 


Performance Contingencies 


Employee Level 


Breakout 





Total Sample ; 
Top Management 
Mid Management 
First Line Sup. 
Non-supervisor 


Mean 
2.80 
4.88 
3.88 
3.26 


2.64 


SD 
1.00 
0.18 
1.16 
1.02 


0.92 


N 


200 


36 
158 


WAT 


JOB CHARACTERISTICS 


Information Adequacy 


Scales/items Mean SD N 1 2 3 4 5 


Information Adequacy 


51 Does the quality of information you 


receive help you do your job well? 3.276 1.017 200 5:5 12.5 43.5 26.0 12.5 


52 Do you receive information at the right 


time to help you do your job well? 2.855 0.958 200 8.5 23.5 47.0 16.0 5.0 


53 Do you recelve enough Information 


to do your job well? 3.130 0.999 200 5.0 20.0 41.0 25.0 9.0 


28 


INFORMATION ADEQUACY 


Scale 


Information Adequacy 


Employee Level 


Breakout 





Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 


3.09 


4.17 
Syloyi 
3.09 
3.06 


SD 
0.86 
0.24 
0.94 
0.89 
0.84 


36 
158 


LAS) 


JOB CHARACTERISTICS 


Situational Constraints 


Scales/Items 


Situational Constraints 


54 Do you have to depend on co-workers 


who are not well trained? 


55 Do you have to follow policies and 


procedures that are wrong? 


56 Do your work surroundings get In 


the way of doing your job? 


57 Do you have problems getting the 


information you need to do your job well? 


Mean 


2.670 


2.405 


2.260 


2.535 


sD 


1.254 


a Jen EP 


1.293 


1.107 


200 


200 


200 


200 


24.0 


25.0 


39.0 


19.5 


29.0 


29.5 


22.6 


31.5 


21.0 


30.5 


20.0 


30.0 


18.0 


10.0 


10.5 


14.0 


8.0 


5.0 


8.0 


5.0 


ie'0 


SITUATIONAL CONSTRAINTS 


Scale 


Situational Constraints 


Employee Level 


Breakout 

Total Sample 

Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
2.44 
2.29 
2.50 
2.39 
2.46 


SD 
0.86 
1.06 
1.06 
0.75 
0.88 


200 


36 
158 


ge yi 


JOB CHARACTERISTICS 


Work Pressure 


Sceles/items Meen 


Work Pressure 


56 Are you given enough time 


to complete your work? 3.29(2 71) 


59 Do you heve too much work 


for one person to do? 2,690 


60 Are you required to do more then 


one thing at a time? 3775 


61 Are you given extre work without regard 


to the work you elreedy have to do? 3,265 


1.159 


1.365 


1217 


1.309 


200 


200 


200 


200 


1 2 

6.5 140 
27.5 17.5 
6.5 690 
12.0 16.0 


34.5 


26.5 


24.5 


26.5 


26.0 


16.5 


23.5 


22.5 


17.0 


13.0 


ats 


23.0 


52 


WORK PRESSURE 


Scale 





Work Pressure 


Total Sample 


Employee Level 


Breakout 





Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
S11 
3.23 
3.04 
Si 
Sh 


SD 
0.78 
0.88 
0.83 
0.72 
0.80 


36 
158 


33 


JOB CHARACTERISTICS 


Understanding Job-Organization Linkage 


Scales/Items 





Understanding Job-Organizatlon Linkage 


62 Do you understand how your job fits 


In with other jobs In the organization? 


63 Do you understand how your work 


contributes to the organization's mission? 


Mean 


4.050 


4.215 


SD 


1.106 


1.079 


200 


200 


45 


3.5 


4.5 


4.5 


18.0 


15.0 


27.5 


21.0 


58.0 


134 


UNDERSTANDING JOB-ORGANIZATION LINKAGE 


Scale 
Understanding Job- 


Organization Linkage 


Employee Level 


Breakout 





Total Sample 

Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
4.13 
5.00 
5.00 
4.26 
4.07 


SD 


1.04 


0.00 
0.00 
0.88 
1.07 


200 


36 
158 


3S 


JOB CHARACTERISTICS 


Task Significance 


Scales/Items 


Task Significance 


64 Are the results of your work likely 
to affect the Iilves of other people? 


65 Are a lot of other people affected 
by how well your work gets done? 


66 Do you fell that your 
job Is significant? 





Mean 


4.165 


4.225 


4.3955 


SD 


1.206 


1.029 


0.987 


200 


200 


200 


7.0 


2.9 


2.5 


3.5 


4.0 


3.5 


13.0 


17.0 


11.5 


19.0 


21.5 


21.0 


7.0 


55.0 


61.5 


36 


TASK SIGNIFICANCE 


Employee Level 


Scale 


Task Significance 


Breakout 





Total Sample 
Top Management 
Mid Management 
First Line Sup. 
Non-supervisor 





Mean SD 
4.25 ~—«(0.894 
5.00 0.00 
4.75 0.50 
4.21 0.88 
4.23 0.90 


200 


36 
158 


1 


JOB CHARACTERISTICS 


Level of Employee Involvement 


Scales/Items 


Level of Employee Involvement 


67 Can you influence the decisions 


that affect your work team? 


68 Can you Influence your supervisor's 


decislons? 


69 Does your supervisor accept your 


ideas and suggestions? 


70 Are you tree to decide how to 


do your job? 


3.555 


2.880 


3.210 


3.470 


1.101 


1.150 


1.105 


1.194 


200 


200 


200 


200 


6.5 


14.0 


7.0 


a5 


6.0 


Zio 


17.6 


10.5 


35.5 


38.0 


37.0 


29.0 


29.5 


19.5 


24.5 


29.5 


22.5 


9.0 


14.0 


22.5 


36 


LEVEL OF EMPLOYEE INVOLVEMENT 


Employee Level 





Scale Breakout Mean SD N 

Level of Employee Total Sample 3.28 0.89 200 

Involvement Top Management 5.00 0.00 2 
Mid Management 394 +#+;1.09 4 
First Line Sup. 3.78 0.83 36 


Non-supervisor curse 0.83 158 


Ihe, 


WORKER MOTIVATION 


Job Satisfaction 


Turnover Intentions 
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WORKER MOTIVATION 


Job Satisfaction 


Scales/Itams 


Job Satisfaction 


71 1 am satlisfled with my Job? 
72 In ganeral, | don't Ilka my Job? 


73 All In all, | like working here? 





Mean 


3 765 


1.87(4.13) 


3.950 


SO 


1.199 


1.166 


1.185 


200 


200 


200 


53.0 


6.0 


24.0 


7.0 


ier 


30.0 


7.0 


29.0 


34.5 


5.0 


42.5 


141 


JOB SATISFACTION 


Scale 


Job Satisfaction 


Employee Level 


Breakout 

Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
3.95 
4.43 
4.26 
4.02 
3.93 


200 


36 
Se 
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WORKER MOTIVATION 


Turnover Intentions 


Scales/Items Mean SD N 1 2 3 4 5 


Turnover Intentions 


74 | plan on actively looking for a 
new job in the next year? 2.315 1552 20 Ope 50.0) 10.5 14.5 8.0 17.0 


75 | often think about quitting? 1.910 1.331 200 625 75 135 95 7.0 


76 | will probably look for a new 2.260 1.560 200 8 53.0 9.0 145 6.0 17.5 


job in the next year? 


143 


TURNOVER INTENTIONS 


Scale 





Turnover Intentions 


Employee Level 


Breakout 

Total Sample 

Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


36 
Use 


144 


TQL IMPLEMENTATION 


Leadership| — a 


Quality PASTA dy | | 3.22 
TOL Planing TT 3.2 1 


ote aa Rta TH nee 3.57 
eT a 3.7 


External SERANEY 





| 

| 

| 

2.31 | 
| 

| 

| 


ene 2 a 2.53 
1 2 


3 
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TQL IMPLEMENTATION 


Leadership Involvement in Quality Performance 


Sceles/Items Mean 


Leadership involvement in 


Quallty Performance 


77 Are the senior leeders of this 
organization committed to providing top 


quality products or services? 3.590 


78 Do our senlor leaders regularly review 


the quality of the organization's work? 2.970 


79 Do our senlor leaders In this 
organization set examples of 


quality performence? 3.100 


SD 


1.481 


1.727 


1.497 


200 


200 


200 


ip. 


18.0 


8.5 


4.0 


3.5 


9.5 


6.0 21.0 27.5 34.0 


10.0 22.0 25.0 21.5 


9.0 28.0 26.5 18.5 


146 


LEADERSHIP INVOLVEMENT IN QUALITY PERFORMANCE 


Scaie 


Leadership involvement 


In Quality Performance 


Employee Level 


Breakout 





Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
3.22 
4.83 
4.25 
3.42 
3.10 


SD 
1.34 
0.24 
0.88 
ead 
1.34 


36 
158 


dia] 


TQL IMPLEMENTATION 


TQL Planning 


Scales/items Mean 318) N 0 1 2 3 4 § 


TQL Planning 


80 Doas this organization have a 


long-term quality focus? 3.315 1.767 200 «15.5 4.5 3.5 20.5 21.5 34.5 


81 !s quality Improvement seen as 


Just another organizational program? 2.80(3.20) 1.501 200 9.0 13.5 150 29.0 18.5 15.0 


82 Is TQL Incorporatad Into tha overall 


organizational strategy? 3 245 1 478 200 9.0 3.0 140 25.0 28.5 22.5 


83 Are TOL activities consistent with tha 


long tarm goals of tha organization? 3.065 1.660 200 15.5 3.5 8.5 26.0 24.5 22.0 


148 


scale 
TQL Planning 


TQL PLANNING 


Employee Level 


Breakout 

Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
3.21 
4.10 
4.29 
3.28 
Sipalits. 


SD 

1.08 
0.00 
0.43 
Le 
1.07 


200 


36 
S08 


149 


TQL IMPLEMENTATION 


External Customer Orientation 


Scales/Iitems 


External Customer Orlantatlon 


84 Do you understend the needs of 


this organizetion’s externel customers? 


85 Does the orgenization focus on meeting 


the needs of external customers? 


86 Does menegement try to plen aheed for 


chenges In externel customers requirements? 


87 Hes menegement cleerly Identifled 


Its external customers to you? 


Mean 


3.905 


3.960 


2.915 


3 500 


SD 


1.386 


1.239 


1.683 


1.449 


200 


200 


200 


200 


45 


3.5 


17.0 


3.0 


40 


2.5 


5.5 


1055 


40 


3.5 


8.5 


85 


17.0 


18.0 


25.5 


23.5 


25.0 


30.0 


25.0 


20.5 


45.5 


42.5 


18.5 


34.0 


La8 


EXTERNAL CUSTOMER ORIENTATION 


Scale 
External Customer 
Orientation 


Employee Level 


Breakout 


Total Sample 


Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
3.57 
4.63 
4.69 
3.85 
3.47 


SD 


1.14 


0.53 
0.38 
1.09 
1.14 


158 


ikgsyall 


TQL IMPLEMENTATION 


Internal Customer Orientation 


Scales/Items 
Internal Customer Orlentetion 
88 Do you understand the needs 


of your internel customers? 


89 Do you believe you are meeting the 


needs of your internal customers? 


90 Do you plen aheed for chenges in 


internal customer requirements? 


91 Do you know who Internel 


customers are? 


Mean 


3.860 


3.815 


3.410 


3.865 


SD 


1.334 


1.364 


1.346 


1.434 


200 


200 


200 


200 


3.5 


6.0 


6.0 


5.0 


4.5 


2.5 


4.0 


5.05 


5.0 


3.0 


8.0 


4.0 


19.5 


195 


29.0 


18.0 


24.5 


30.5 


20.5 


43.0 


38.5 


22.0 


47.5 


SZ 


INTERNAL CUSTOMER ORIENTATION 


Employee Level 


scale Breakout Mean SD N 

Internal Customer Total Sample 3.74 1.20 200 

Orientation Top Management 4.75 0.35 2 
Mid Management 4.31 0.31 4 
First Line Sup. 3.92 1.32 36 


Non-supervisor 3.67 1.18 158 


53 


TQL IMPLEMENTATION 


External Supplier Quality 


Scales/Items Mean SD N 0 1 2 3 4 5 
External Supplier Quality 
92 Does management actively monitor 


the quality of external suppiiers' 
products or services? 2.810 1.702 200 19.5 5.0 7.5 27.0 25.0 16.0 


93 Has management defined the 
quality requirements that 
external suppliers must meet? 2.635 1.711 200 22.0 7.0 5.5 28.5 25.0 12.0 


94 Does management communicate 
the organization's quallty 
requirements to external suppliers? 2.435 1.795 200 §=285 5.0 6.5 26.5 21.5 12.0 


95 Is management working toward 
fewer external suppliers? 1.350 1.572 200 475 13.5 12.0 14.5 8.5 4.0 


154 


EXTERNAL SUPPLIER QUALITY 


Scale 
External Supplier 


Quality 


Employee Level 


Breakout 

Total Sample 

Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
2.31 
3.13 
Serie. 
ZEIO 
2.22 


SD 
LBS 4 
Orr 
0.20 
Ww2g 
ied 


200 


36 
158 


15-5 


TQL IMPLEMENTATION 


Internal Supplier Quality 


o 


Scales/Items Mean SD N 0 1 2 3 4 
Internal Supplier Quality 


96 Is the quality of internal 


suppliers’ products or 
services monitored? 2,655 1.700 200 23.0 2.0 9.0 92.5 19.5 14.0 


97 Have quality requirements 
been defined for your 
internal suppliers? 2.535 1.727 200° 225.5 573:0 9.6 2752 23'5 11.0 


98 Have quality requirements been 


communicated to your 
interna! suppliers? 2.445 1.738 200 Pay aes 25 1.2 30.5 20.5 10.5 


99 Do you believe your quality 
requirements are being met by 
Internal suppliers? 2.675 1.520 200 16.0 7.5 10.0 340 24.5 8.0 


55/6 


INTERNAL SUPPLIER ORIENTATION 


Employee Level 


scale Breakout Mean SD 
Internal Supplier ‘Total Sample =—(“<aistéiSB«*« 
Orientation Top Management 4.63 0.53 
Mid Management 2.94 tre 
First Line Sup. 2.89 1.39 


Non-supervisor 2.47 1.40 


200 


36 
158 


sey 


TQL IMPLEMENTATION (Continued) 


Barring le faiehip a 2.45 


Intergroup Cooperation 


Process Management| 





| 
| 
| 
| 
| 
| 





| | | 
Barriers Between | | 


Depaninents AAC pees 3.03 


Knowledge of TQL| 





Employee 
Participation dh AS mmm 1.97 
2 


TQL Training Mi 1.25 
1 


(jes See 
f& }—-————----— 
On 
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TQL IMPLEMENTATION 


Sceles/items 


Process Management 


100 Do you use any of the 
seven besic grephicel tools 


to help improve processes? 


101 Do you collect process 


data? 


102 Heve you developed 


process measures? 


103 Does your work teem epply 
process Improvement methods 


to critical processes? 


Process Management 


2.320 


2.365 


2.240 


2.485 


1.572 


1651 


1.541 


1.520 


200 


200 


200 


200 


8.0 


9.5 


13.0 


34.5 


34.0 


32.0 


17.5 


14.5 


M5 


12.0 


14.0 


175 


7s 


23.0 


28.5 


11.5 


105 


17.5 


14.0 


17.0 


9.5 


ISS, 


PROCESS MANAGEMENT 


Scale 


Process Management 


Employee Level 


Breakout 

Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
2.35 
3.50 
3.31 
2.74 
2.22 


SD 

1,30 
0.00 
2.25 
1.40 
1,23 


N 


200 


36 
158 
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TQL IMPLEMENTATION 


Barriers to Pride in Workmanship 


Scales/lttems Mean SD N 0 1 2 3 4 =) 


Barrlers to Pride In Workmenship 


In Workmenshlip 


104 Does your performance 
appralsal system create barriers to 
taking pride In workmanship? 3 055 1 605 200 50 19.0 12.0 20.0 Ws 265 


105 Can you tell when you 
heve done @ good job? 4.25(1.75) 1.105 200 05 3.50 4.55 V2.0 21.5 9) 98.0 


106 Are you forced to use 
equipment or materials that will 
produce poor-quality results? 2.455 1.985 200 mek) 34.0 16.5 23.5 14.5 10.0 


107 Are there barriers here that 
prevent you from tekling 
pride in your work? 2.550 1.348 200 +15 27.0 23.0 22.0 16.5 10.0 


Gal 


BARRIERS TO PRIDE IN WORKMANSHIP 


Employee Level 





Scale Breakout Mean SD N 

Barriers To Pride In -—»‘Total Sample =——(‘<i‘<‘éliwS:«~=«(BS 200 

Workmanship Top Management 275 0.18 2 
Mid Management 2.87 1.02 4 
First Line Sup. 2.30 0.74 36 


Non-supervisor 2.46 0.85 158 


MeZ 


TQL IMPLEMENTATION 


Intergroup Cooperation 


Scales/Items 


Intergroup Cooperetion 


108 Do work teems in your 
Department/Directorate 
understand eech others 


goals end objectives? 


109 Do work teams in your 
Department/directorata work 
together to achieve one 


anothers goels and objectives? 


110 Do work teams in your 
department/dlrectorate 
understand one another's 


problems and difficultles? 


111 Do work teams in your 
department/directorate get 


along with one enother? 


Mean 


3.135 


3.205 


2.055 


3.410 


SD 


1 283 


1.208 


1.229 


1,108 


N 


200 


200 


200 


200 


0 


55 


2.5 


§.5 


2.5 


5:5 


4.5 


4.5 


2.0 


19.0 


24.5 


11.0 


40.0 


35.0 


37.5 


38.0 


22.5 


22.0 


17.5 


29.5 


15.0 


17.0 


10.5 


17.0 


SS 


INTERGROUP COOPERATION 


Scale 


Intergroup Cooperation 


Employee Level 


Breakout 

Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
3.16 
3.75 
3.69 
3.22 
CFA 


SD 
0.98 
0.35 
0.38 
0.96 
1.00 


36 
158 
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TQL IMPLEMENTATION 


Barriers Between Departments/Directorates 


Scales/Items 


Barriers Between 


Departments/Dlirectorates 


112 Do people In your Department 
understand the goals and 
objectives of other departments? 


113 Do people !n your department 
work with people in other 
departments to achleve one 


another's goals and objectives? 


114 Do people in your department 
understand the problems and 
difficulties of people in 


other departments? 


115 Are there good relations between 


different departments? 


2.950 


3.180 


2.850 


3.140 


e275 


1.318 


1.243 


1.256 


200 


200 


200 


200 


7.0 


6.5 


8.0 


7.0 


4.0 


2.5 


2.0 


3.0 


2 


16.5 


16.5 


24.5 


3 


39.0 


35 0 


37.5 


4 


20.5 


27.0 


23.5 


16.0 


7.0 


10.5 
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BARRIERS BETWEEN DEPARTMENTS/DIRECTORATES 


Employee Level 





Scale Breakout Mean SD N 

Barriers Between Total Sample | 3.03 1.02 200 

Departments/Directorates Top Management a5 0.00 2 
Mid Management 3.19 0.13 4 
First Line Sup. 3.07 0.84 36 


Non-supervisor 3.01 1.08 158 
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TQL IMPLEMENTATION 


Knowledge of TQL 


Scales/Items Mean SD N 0 1 2 3 4 
Knowledge of TQL 


116 Do you understand basic 
TQL concepts? 3.865 1.150 200. 05 5 0is5 22.0 lel 


117 Do you understand TQL 


well enough to use it in 
your job? 3.750 1.243 200 10 60 95 18.0 31.5 


118 Do you understand TQL 


well enough to improve 
your work process? 3.740 1.256 2008 1.0799 55.5 9.0 Ge2is 29.0 


36.5 


34.0 


34.0 
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KNOWLEDGE OF TQL 


Scale 
Knowledge of FQL 


Employee Level 


Breakout 

Total Sample — 
Top Management 
Mid Management 
First Line Sup. 
Non-supervisor 


Mean 
3.79 
5.00 
4.33 
3.99 
3.71 


SD 


1.15 


0.00 
0.82 
meh) 
rae 


200 


36 
158 
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TQL IMPLEMENTATION 


Employee Participation in TQL Activities 


Scales/items 


Employee Participation in 


TQL Activities 


119 Have you served as a member 


of a Process Action Team? 


120 Have you served as a member 


of a Quality Management Board? 


121 Have you served as a member 


of the Executive Steering Committee? 


122 Have you served as a TQL 


team advisor/facilitator? 


1.670 


1995 


1.990 


1.910 


0.492 


0.311 


0.100 


0.287 


200 


200 


200 


200 


1.0 


0.5 


0.0 


0.0 


31.0 


8.5 


Ae, 


9.0 


68.0 


91.0 


99.0 


91.0 


Lis}; 


EMPLOYEE PARTICIPATION IN TQL ACTIVITIES 


Employee Level 


scale Breakout Mean SD N 

Employee Participation | TotalSample §==—*'1.87.:0.20~—-200 

In TQL Activities Top Management 1850 0.35 2 
Mid Management 1.69 0.47 4 
First Line Sup. 1.79 0.24 36 


Non-supervisor 1.90 0.17 158 


lle 


TQL IMPLEMENTATION 





Sceles/ttems Mean SD N 0 1 2 3 - 5 
TOL Training ee | Se = 

123 TQL Orientetion Briefing by 

Senior Leeder? 2.180 1.659 200 30.0 4.00 15.0 24.5 22.0 4.5 
124 Introduction to TQL? 2.420 1.583 200 «22.5 §.0 15.5 27.0 25.0 5.0 
125 Fundementals of TQL? 0.850 Toe 200 75.5 0.5 4.0 6.5 10.5 3.0 
126 Implementing TQL? 1.390 1.625 200 = 2.5 35 15 16.0 120 ~ 25 
127 Beslc Quantitative Methods and 

Tools for Process Improvement 0.885 1.457 200 70.5 0.5 Bs 13.0 §5 2.0 
128 Team Skills and Concepts for TQL? 1.235 1.874 200 61.5 1.0 8.5 13.5 12.5 3.0 
129 Methods for Managing Quality? 0.745 1.382 200 3875.0 1.0 tie) 9.0 6.0 lo 
130 Strategic Planning for Quelity? 0.700 1.404 200 27.5 1.0 7.0 5.5 8.5 2:5 
131 Advanced Quantitative Methods end 

Tools for Process Improvement? 0.700 1.371 200 = 77.0 0.5 7.0 8.0 40 2.6 


132 How much treIning have you 
received In clesses not 


listed above? 1.400 1.407 200 32.5 27.0 24.0 7.5 2.5 6.5 


Ip 


Scale 


TQL Training 


TQL TRAINING 


Employee Level 


Breakout 

Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
1.25 
2.85 
2.23 
1.12 
1.24 


SD 
1.03 
1.34 
0.13 
0.82 
1.06 


200 


36 
158 


ey 2 


TQL SUPPORT 





Commitment to TQL 3.36 


Percelved Benefits of 


Implementing TQL 3.89 


Fear of Implementing) 
TQL 


Leadership Support 
for TQL 


Anticipated TQL 


Succes 3.41 





dl 


TQL SUPPORT 


Commitment to TQL 


Scales/Items 


Commitment to TOL 


133 Does military menagement In this 


organization want to implement TQL? 


134 Does civlilan management in this 


orgenizetion want to implement TQL? 


135 Does your supervisor want to 


Implement FOL? 


136 Do your co-workers want to 


implement TQL? 


137 Do you want to Impiement TQL? 





Mean SD 

2.995 1.917 
3.135 1.795 
3.330 1.626 
3.295 1.396 
4.030 1.996 


200 


200 


200 


200 


200 


22.0 


16.5 


10.0 


8.0 


3.5 


3.00 


4.0 


5.5 


2.5 


3.0 


8.50 


10.5 


11.5 


10.0 


5.0 


20.0 


20.5 


20.0 


32.0 


Shs) 


13.0 


15.5 


20.5 


26.5 


21.5 


33.5 


33.0 


32.5 


21.0 


51.5 
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COMMITMENT TO TQL 


Employee Level 


Scale Breakout 


Commitment To TQL Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
3.36 
4.50 
4.20 
3:52 
3.28 


SD 

117 
0.42 
0.71 
0.99 
i 


158 


ey es: 


TQL SUPPORT 


Perceived Benefits of Implementing TQL 


Scaias/Itams 


Perceived Benefits of 


Implamenting TQL 


138 Can TOL increase productivity? 


139 Can TQL improve quality? 


140 Can TQL improve technicai 


capabiiltles? 


141 Can TQL Improve the 


organization's reputation? 


Mean 


3.860 


3.955 


3,770 


3.990 





SD 


1.477 


1.412 


1.526 


1,385 


200 


200 


200 


200 


8.0 


6.5 


8.50 


6.5 


is 


1.5 


15 


1.5 


3.5 


4.0 


65 


2.50 


17.0 


15.5 


165 


14.5 


23.5 


23.0 


220 


26.0 


46.5 


49.5 


450 


49.0 
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PERCEIVED BENEFITS OF IMPLEMENTING TQL 


Employee Level 


Scale Breakout Mean SD N 

Perceived Benefits of ‘Total Sample 3.89 1.32 200, 

Implementing TQL Top Management 5.00 0.00 2 
Mid Management 4.63 0.75 a 
First Line Sup. 3.85 1.23 36 


Non-supervisor 3.87 1.35 158 


aigje) 


TQL SUPPORT 


Fear of Implementing TQL 


Scales/lItems Mean SD N 0 1 2 3 


Fear of Implementing TOL 


142 Do you fear the changes that may 
result from TQL Implementation? Hoo 1.078 200 55 63.5 10.0 13.0 


143 Do you fear the criticism from 
others in the organization If you use 
TQL methods? 1.480 1.046 200 60 65.5 12.0 9.0 


144 Do you fear that applying TQL 
Principles will lead you to make 
Incorrect decisions? 1.3965 0.675 200 5.0 69.5 14.0 8.0 


145 Do you fear that you may anger 
others if you use TQL methods? 1.660 1.108 200 55 545 19.5 11.5 


li 


FEAR OF IMPLEMENTING TQL 


Employee Level 


Scale Breakout Mean SD N 

Fear of implementing — ‘Total Sample 152 0.82 200 

TQL Top Management 1.13 0.18 2 
Mid Management acs, 0.20 4 
First Line Sup. le a. 0.91 36 


Non-supervisor 1.48 0.81 158 


dl, 


TQL SUPPORT 


Leadership Support for TQL 


Scaies/Items 


Leadership Support for TOL 


146 Does your supervisor 


practice TQL methods? 


147 Does your supervisor assist 
you In performing quality 


Improvement activitles? 


148 Are your efforts toward 
Implementing TQL considered 
during performance appraisals? 


149 Do the organization's 
policies and procedures fit with 
the objectives of TQL? 


150 Does your supervisor give 
you enough time to perform 


quality Improvement activities? 





Mean : SD : 
2.910 1.460 
2.705 1.413 
1.740 1.639 
2.660 1.633 
2.935 1.397 


N 


200 


200 


200 


200 


200 


6.5 


4.5 


29.5 


19.0 


6.0 


18.5 


26.0 


7.0 


12.5 


19.0 


10.5 


9.5 


13.5 


3 i 4 

29.0 15.5 
29.0 12.0 
18.5 6.0 
29.0 24.5 
d1:5 23.0 


18.5 


15.0 


9.5 


13.5 
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LEADERSHIP SUPPORT FOR TQL 


Employee Level 


Scale Breakout 
Leadership Support Total Sample 
for TQL Top Management 


Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
2.59 
4.10 
3.60 
2.73 
ALS) 


SD 
1.14 
0.42 
1.60 
1.23 


200 


36 
158 


eid 


TQL SUPPORT 


Anticipated TQL Success 


Scales/Items 
Anticipated TQL Success 
151 Do you think TQL will 


work In this organization? 


152 Does this organization need 


to improve quality? 


153 Is the TQL phliosophy 
consistent with what people 


believe in this organizatlon? 


Mean 


3.500 


3.755 


2.990 


SD 


1.604 


1.351 


1.456 


200 


200 


200 


8.5 


4.0 


8.5 


6.5 7.5 19.0 21.0 37.5 


3.0 8.5 22.5 22.0 40.0 


rp. 14.5 33.5 18.0 18.0 


ror 


ANTICIPATED TQL SUCCESS 


scale 
Anticipated TQL 


Success 


Employee Level 


Breakout 

Total Sample 
Top Management 
Mid Management 
First Line Sup. 


Non-supervisor 


Mean 
3.42 
4.50 
3.75 
3.37 
3.40 


SD 
1.41 
0.24 
0.69 
1.03 
1.13 


200 


36 
158 
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